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TOSHIBA AMERICA INFORMATION SYSTEMS, INC. (“TAIS")

Digital Solutions Division License Agreement

IMPORTANT: THIS LICENSE AGREEMENT (‘AGREEMENT") IS A LEGAL AGREEMENT BETWEEN YOU (*YOU") AND TAIS. CAREFULLY READ THIS LICENSE AGREEMENT. USE OF ANY
SOFTWARE OR ANY RELATED INFORMATION (COLLECTIVELY, “SOFTWARE’) INSTALLED ON OR SHIPPED WITH A TAIS TELECOMMUNICATION SYSTEM PRODUCT OR OTHERWISE MADE
AVAILABLE TO YOU BY TAIS IN WHATEVER FORM OR MEDIA, WILL CONSTITUTE YOUR ACCEPTANCE OF THESE TERMS, UNLESS SEPARATE TERMS ARE PROVIDED BY THE SOFTWARE
SUPPLIER. IF YOU DO NOT AGREE WITH THE TERMS OF THIS LICENSE AGREEMENT, DO NOT INSTALL, COPY OR USE THE SOFTWARE AND PROMPTLY RETURN IT TO THE LOCATION
FROM WHICH YOU OBTAINED IT INACCORDANCE WITH APPLICABLE RETURN POLICIES. EXCEPT AS OTHERWISE AUTHORIZED IN WRITING BY TAIS, THIS SOFTWARE IS LICENSED FOR
DISTRIBUTION ONLY TO END-USERS PURSUANT TO THIS LICENSE AGREEMENT.

1. License Grant. The Software is not sold; it is licensed upon payment of applicable charges. TAIS grants to you a personal, non-transferable and non-exclusive right to use the copy of the Software
provided under this License Agreement. You agree you will not copy the Software except as necessary to use it on one TAIS system at a time at one location. Modifying, translating, renting, copying,
distributing, transferring or assigning all or part of the Software, or any rights granted hereunder, to any other persons and removing any proprietary notices, labels or marks from the Software is strictly
prohibited; You agree violation of such restrictions will cause irreparable harm to TAIS and provide grounds for injunctive relief, without notice, against You or any other person in possession of the Software.
You and any other person whose possession of the software violates this License Agreement shall promptly surrender possession of the Software to TAIS, upon demand. Furthermore, you hereby agree not
to create derivative works based on the Software. TAIS reserves the right to terminate this license and to immediately repossess the software in the event that You or any other person violates this License
Agreement.

2. Property. You that no title to the i property in the Software is transferred to you. You further acknowledge that title and full ownership rights to the Software will remain
the exclusive property of TAIS and/or its suppliers, and you will not acquire any rights to the Software, except the license expressly set forth above. You will not remove or change any proprietary notices
contained in or on the Software. The Software is protected under US patent, copyright, trade secret, and/or other proprietary laws, as well as international treaties. Any transfer, use, or copying of the
software in violation of the License Agi copyright You are hereby on notice that any transfer, use, or copying of the Software in violation of this License Agreement constitutes
a willful infringement of copyright.

3. No Reverse Engineering. You agree that you will not attempt, and if you employ employees or engage contractors, you will use your best efforts to prevent your employees and contractors from
attempting to reverse compile, reverse engineer, modify, translate or disassemble the Software in whole or in part. Any failure to comply with the above or any other terms and conditions contained herein will
result in the automatic termination of this license and the reversion of the rights granted hereunder back to TAIS.

4. Limited Warranty. THE SOFTWARE IS PROVIDED *AS IS” WITHOUT WARRANTY OF ANY KIND. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, TAIS AND ITS SUPPLIERS
DISCLAIM ALL WARRANTIES WITH REGARD TO THE SOFTWARE, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT NOT LIMITED TO, THE WARRANTY OF NON-INFRINGEMENT OF THIRD
PARTY RIGHTS, THE WARRANTY OF YEAR 2000 COMPLIANCE, AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. THE ENTIRE RISKAS
TO THE QUALITY AND PERFORMANCE OF THE SOFTWARE IS WITH YOU. NEITHER TAIS NOR ITS SUPPLIERS WARRANT THAT THE FUNCTIONS CONTAINED IN THE SOFTWARE WILL MEET
YOUR REQUIREMENTS OR THAT THE OPERATION OF THE SOFTWARE WILL BE UNINTERRUPTED OR ERROR-FREE. HOWEVER, TAIS WARRANTS THAT ANY MEDIA ON WHICH THE
SOFTWARE IS FURNISHED IS FREE FROM DEFECTS IN MATERIAL AND WORKMANSHIP UNDER NORMAL USE FOR A PERIOD OF NINETY (90) DAYS FROM THE DATE OF DELIVERY TO YOU.

5. Limitation Of Liability. TAIS' ENTIRE LIABILITY AND YOUR SOLE AND EXCLUSIVE REMEDY UNDER THIS LICENSE AGREEMENT SHALL BE AT TAIS’ OPTION REPLACEMENT OF THE MEDIA OR
REFUND OF THE PRICE PAID. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE LAW, IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE TO YOU FOR ANY CONSEQUENTIAL,
SPECIAL, INCIDENTAL OR INDIRECT DAMAGES FOR PERSONAL INJURY, LOSS OF BUSINESS PROFITS, BUSINESS INTERRUPTION, LOSS OF BUSINESS INFORMATION/DATA, OR ANY
OTHER PECUNIARY LOSS OF ANY KIND ARISING OUT OF THE USE OR INABILITY TO USE THE SOFTWARE, EVEN IF TAIS OR ITS SUPPLIER HAS BEEN ADVISED OF THE POSSIBILITY OF
SUCH DAMAGES. IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE FOR ANY CLAIM BY ATHIRD PARTY.

6. State/Jurisdiction Laws. SOME STATES/JURISDICTIONS DO NOT ALLOW THE EXCLUSION OF IMPLIED WARRANTIES OR LIMITATIONS ON HOW LONG AN IMPLIED WARRANTY MAY LAST, OR
THE EXCLUSION OR LIMITATION OF INCIDENTAL OR CONSEQUENTIAL DAMAGES, SO SUCH LIMITATIONS OR EXCLUSIONS MAY NOT APPLY TO YOU. THIS LIMITED WARRANTY GIVES YOU
SPECIFIC RIGHTS AND YOU MAY ALSO HAVE OTHER RIGHTS WHICH VARY FROM STATE/JURISDICTION TO STATE/JURISDICTION.

7. Export Laws. This License Agreement involves products and/or technical data that may be controlled under the United States Export Administration Regulations and may be subject to the approval of the
United States Department of Commerce prior to export. Any export, directly or indirectly, in contravention of the United States Export i R { or any other appli law, regulation or
order, is prohibited.

8. Governing Law. This License Agreement will be governed by the laws of the State of California, United States of America, excluding its conflict of law provisions.

9. United States Government Restricted Rights. The Software is provided with i Rights. Use, ication, or by the United States Government, its agencies and/or instrumentalities is
subject to restrictions as set forth in subparagraph (c)(1)(ii) of The Rights in Technical Data and Computer Software Clause at DFARS 252.227-7013 (October 1988) or subparagraphs (c)(1) and (2) of the
Commercial Computer Software - Restricted Rights at 48 CFR 52.227-19, as applicable.

10. Severability. If any provision of this License Agreement shall be held to be invalid, illegal or unenforceable, the validity, legality and ility of the remaining provisions hereof shall not in any way be
affected or impaired.

11. No Waiver. No waiver of any breach of any provision of this License Agreement shall constitute a waiver of any prior, concurrent or subsequent breach of the same or any other provisions hereof, and no
waiver shall be effective unless made in writing and signed by an authorized representative of the waiving party.

'YOU ACKNOWLEDGE THAT YOU HAVE READ THIS LICENSE AGREEMENT AND THAT YOU UNDERSTAND ITS PROVISIONS. YOU AGREE TO BE BOUND BY ITS TERMS AND CONDITIONS. YOU
FURTHER AGREE THAT THIS LICENSE AGREEMENT CONTAINS THE COMPLETE AND EXCLUSIVE AGREEMENT BETWEEN YOU AND TAIS AND SUPERSEDES ANY PROPOSAL OR PRIOR
AGREEMENT, ORAL OR WRITTEN, OR ANY OTHER COMMUNICATION RELATING TO THE SUBJECT MATTER OF THIS LICENSE AGREEMENT.

Toshiba America Information Systems, Inc.
Digital Solutions Division

9740 Irvine Boulevard

Irvine, California 92618-1697

United States of America

Ten natant



Toshiba America Information Systems, Inc.
Digital Solutions Division

Limited Warranty

Toshiba America Information Systems, Inc., (“TAIS") warrants that this telephone equipment (except for fuses, lamps,
and other consumables) will, upon delivery by TAIS or an authorized TAIS dealer to aretail customer in new condition,
be free from defects in material and workmanship for twenty-four (24) months after delivery. Thiswarranty isvoid (a) if
the equipment is used under other than normal use and maintenance conditions, (b) if the equipment is modified or
atered, unless the modification or alteration is expressy authorized by TAIS, (c) if the equipment is subject to abuse,
neglect, lightning, electrical fault, or accident, (d) if the equipment is repaired by someone other than TAIS or an
authorized TAIS dedler, (e) if the equipment’s serial number is defaced or missing, or (f) if the equipment isinstalled or
used in combination or in assembly with products not supplied by TAIS and which are not compatible or are of inferior
quality, design, or performance.

Customer will, at its sole cost and expense, provide the necessary Uninterruptible Power Supply (UPS) equipment as
specified by TAIS in the Srata CS General Description for use with the Strata CS system at al times. System failures
and/or damages resulting from either not using a UPS with the Strata CS or the use of a UPS not equivaent to that
specified by TAIS are not covered by this warranty.

The sole obligation of TAIS or Toshiba Corporation under this warranty, or under any other legal obligation with respect
to the equipment, is the repair or replacement by TAIS or its authorized dealer of such defective or missing parts as are
causing the malfunction with new or refurbished parts (at their option). If TAIS or one of its authorized dealers does not
replace or repair such parts, the retail customer’s sole remedy will be arefund of the price charged by TAISto its dealers
for such parts as are proven to be defective, and which are returned to TAIS through one of its authorized dealers within
the warranty period and no later than thirty (30) days after such malfunction, whichever first occurs.

Under no circumstances will the retail customer or any user or dealer or other person be entitled to any direct, special,
indirect, consequential, or exemplary damages, for breach of contract, tort, or otherwise. Under no circumstances will any
such person be entitled to any sum greater than the purchase price paid for the item of equipment that is malfunctioning.

To obtain service under this warranty, the retail customer must bring the malfunction of the machine to the attention of
one of TAIS' authorized deal ers within the twenty-four (24) month period and no later than thirty (30) days after such
malfunction, whichever first occurs. Failure to bring the malfunction to the attention of an authorized TAIS dealer within
the prescribed time results in the customer being not entitled to warranty service.

THERE ARE NO OTHER WARRANTIES FROM EITHER TOSHIBA AMERICA INFORMATION SYSTEMS, INC,,
OR TOSHIBA CORPORATION WHICH EXTEND BEYOND THE FACE OF THISWARRANTY. ALL OTHER
WARRANTIES, EXPRESS OR IMPLIED, INCLUDING THE WARRANTIES OF MERCHANTABILITY, FITNESS
FOR A PARTICULAR PURPOSE, AND FITNESS FOR USE, ARE EXCLUDED.

No TAIS dealer and no person other than an officer of TAIS may extend or modify this warranty. No such modification or
extension is effective unlessit isin writing and signed by the vice president and general manager, Telecommunication
Systems Division.
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Organization

Thismanual contains completeinstructionsfor setting up and maintaining acall center in which
multiple Agentsanswer callsto asingle number, such asasalesor customer support department.

Chapter 1—The Grand Tour describesin brief the Call Center Queue and ACD
Workgroup Features.

Chapter 2—Creating Call Center Queue provides detailed instructions on how to
create and maintain a call center queue.

Chapter 3—Using Contacts/Call Ruleswith a Queue provides a procedure that
explains how to use contacts and call rules with a queue.

Chapter 4—Working as Agent in a Call Center Queue provides instructions for
working as an Agent in a Strata CS call center.

Chapter 5—Supervising Call Center Queue describesthe call center queue functions
availableto the Supervisor for signing Agentsin and out of the queue, viewing real-time
gueue statistics, changing an Agent’s personal status and managing a queue' s voice
mailbox.

Chapter 6 — ACD Workgroups providesingtructions for setting up and using an
Automatic Call Distribution (ACD) workgroup as it was implemented in previous
versions of Strata CS.

Chapter 7—Running Call Center Reports shows a sample of each report and how to
read the report.

Appendix A —Creating Custom Reports providesthe database schemain which Strata
CSreport datais stored in the SQL Server database and how custom reports are created.

Index
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Conventions

Conventions Description

Elaborates specific items or references other information.
Note Within some tables, general notes apply to the entire table and
numbered notes apply to specific items.
Important! Calls attention to important instructions or information.
Arial Bold Represents telephone buttons.
“Type” Indicates entry of a string of text.
“Press” Indicates entry of a single key. For example: Type prog then
press Enter.
Shows a multiple PC keyboard or phone button entry. Entries
Plus (+) without spaces between them show a simultaneous entry.
Example: Esc+Enter. Entries with spaces between them show
a sequential entry. Example: # + 5.
Tilde (~) Means “through.” Example: 350~640 Hz frequency range.
Tools > Options Choose or click the “Tools” option and then “Options.”
Grey words within the printed text denote cross-references. In
See Figure 10 the electronic version of this document (Strata CS Library .
CD-ROM or FYI Internet download), cross-references appear in
blue hypertext.
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Related Documents/Media

Note: Some documents listed here may appear in different versions on the CD-ROM, FY], or in
print. To find the most current version, check the version/date in the Publication Information on
the back of the document’s title page.

General Description
m Strata CS General Description

Installation and Programming
= Strata CS Administrator Manual

m Strata CS Call Center Administrator Manual
m Strata CS Installation & Maintenance Manual
= Strata CS SDK and API Programming Guide

User Guides
m Strata CS User Guide for ViewPoint

m Strata CS Digital Telephone User Guide

= Strata CS-UIP 300 |IP Telephone Administrator Guide
m Strata CS-UIP 300 IP Telephone User Guide

m Strata CS Analog Telephone User Guide

Quick Reference Guides
= Strata CS Quick Reference Guide

m Strata CS Quick Reference Card
m Strata CS-UIP 300 Telephone Quick Reference Guide

CD-ROM
m StrataCSLibrary CD-ROM

For authorized users, Internet site FY | (http://fyi.tsd.toshiba.com) containsall current Strata CS
documentation and enables you to view, print, and download current publications.
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About Strata CS call centers
Strata CS provides the following two systems of setting up call centers:

= Call center queues

= ACD workgroups

For adetailed comparison of thefeaturesavailable using call center queuesor ACD workgroups,
see the table beginning on page 1-3.

With either method, you can set up acall center that automatically distributesincoming callsto
agroup of agents. Examples of call centersinclude a sales workgroup, a customer support
department, or any department in which multiple agents answer calls to a single number.

Call center queues

Strata CS call center queues provide afull-featured call distribution system. A call center queue
automatically answers calls, puts them in a queue, and then distributes them to ready agents.
With call center queues you can customize the caller’s waiting experience, play single or
repeating prompts, prompt callersto enter data, configure call priority, grant specialized
supervisor permissions such as the ability to monitor calls, and use the Strata CS Call Center
Reporter to run avariety of reports on call center activity.

To use call center queues, you must have purchased Call Center Agent licenses. See Srata CS
Administrator Manual.

Call center queues are described in Chapter 2 through Chapter 4 of this manual.

For instructions for agents who participate in call center queues, see Chapter 4.

ACD workgroups
ACD workgroups have fewer features than call center queues. They are an aternative for those
who have not purchased Call Center Agent licenses.

Creating ACD workgroups and participating in them as agents are described in Chapter 5 of this
manual.
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Call center queue and ACD workgroup features

Thefollowing table compares the features of acall center queue to those of an ACD workgroup.

Call

ACD

Feature Center Workgroup

Queue

Administration

Single-point interface to create

Take a queue or ACD workgroup off-line and send its
calls to voice mail

“

Automatically take a queue off-line when all agents
are unavailable

Choice of language for system prompts

E-mail and pager notification of new voice mail

Voice titles for call center extensions

Overflow groups of agents for times when primary
agents are busy

“OlR SIS

Overflow agents with individual overflow levels

Overflow agents only called after all agents are busy
for a time you configure

Agents automatically placed on break if they let queue
calls ring unanswered

Callers redirected if the queue is too busy, callers are
waiting too long or there are not enough agents

Individual permissions for whether an agent can use
personal status to make himself or herself unavailable

View call center and personal Call Log in the same
ViewPoint application

SR A TS S TS ISTS ISISIN S S S

Separate licensing required per agent

Caller Experience

Call center automatically answers incoming calls

S

Hold music

Different hold music for each queue or ACD
workgroup

<
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Call ACD

Workgroup

Feature Center
Queue

Extension or DID number to dial queues or ACD
workgroups

“
“

Call center extensions listed in the dial-by-name
directory

Greetings to welcome callers

LIS A

Repeating messages for waiting callers

Conditional messages for waiting callers

Priority for individual callers that reduces wait time

Messages that tell callers their expected wait times

Messages that tell callers how many callers are ahead
of them

Caller options to stop waiting and leave voice mail or
transfer out of the queue to an extension

ClA A SIS S

Ability to prompt callers to enter data

Agent Experience

Call Monitor tabs for agents

Agents can answer any call using Strata CS ViewPoint

Agents can work from home or any remote location

LSS S

Call center listed in Extensions folder in ViewPoint

Individually configurable agent wrap-up time

e N A A

Agents can manually end their wrap-up time early

“

System-wide wrapup time

Special personal statuses for agents: Available
(Queue only), Available (Non-Queue) and On Break

Agents can make themselves ready or unavailable to
receive calls using ViewPoint or telephone commands

Agents can sign in and out of individual queues using
ViewPoint or telephone commands

R

Visual indication of which agent will get the next call
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Call

Feature Center Wo'rbllc?ou
Queue 9 P

Agents can place calls as the queue, enabling "

supervision and reporting of outbound calls

Supervision

Changing an agent’s personal status v v

Signing an agent in or out of a queue v

Comprehensive Queue Monitor to view real-time "

gueue and agent statistics

Customizable shift periods for comparative statistic i

display

Critical queue statistics available by phone in audio i

format

Coaching and monitoring of agents "

Viewing agents who are being monitored "

Automatically setting absent agents to On Break 7

status

Automatically recording of agent and call center calls "

on a periodic basis

Call Distribution

Sequentially by agent order v W

Round robin (each agent in turn) 4 W

Simultaneously (ring all agents) 4 W

To longest idle agent 4

To agent with fewest calls o

To agent with least talk time o

Reports

Separate licensing required for reports v W

User Activity Report for agents includes personal "

status breakdown and call center details section

All other reports v v
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Where to get help

Y ou can get help through Strata CS documentation and through technical support.
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About call center queues

Strata CS call center queues provide afull-featured system for distributing calls to agents.

This chapter describes creating and maintaining a queue. For information about working as an
agent in acall center queue, see Chapter 4. For information about working as a supervisor or
manager in acall center queue, see Chapter 5.

For information on ACD workgroups, see Chapter 6.

When agents receive queue calls
For an agent to receive calls from a queue, the following four conditions must be true:

m Theagentis defined as amember of the queue. A Strata CS user who isnot amember
of aqueue can see no part of that queuein ViewPoint, and never receives callsfrom that
gueue. The queue administrator adds and del etes agents as members of a queue.

m Theagentis signed in to the queue. Thissetting determineswhether the agent receives
calls from this particular queue. Agents must be signed in to the queue to receive calls
fromit. An agent who is signed out does not receive calls from that queue, but can still
see and monitor the queue in ViewPoint—a useful state for supervisors. An agent might
be signed into some queues and signed out of others at any given time. The queue
administrator determines which agents are signed in or out of each queue. Y ou can also
giveindividual agents permission to sign themselvesin and out.

m The agentis in an available personal status. To receive queue calls, an agent must be
inthe personal status Available, Available (Queue Only), or any personal statuswith the
Queue calls field set to Yes. Agentsin any personal status with Queue calls set to
No—for example, Available (Non Queue) or Do Not Disturb—do not receive callsfrom
any queue. Agents can change their own personal status if they have permission to do
so, and it can also be changed by others if they have permission to do so.

m The agent is ready. Thisagent state, viewable in the Queue Monitor (see “The Agents
pane” on page 5-3), determines whether the agent is currently eligible to receive queue
calls. Agents are ready when they are signed into at least one queue, arein an available
personal status, are not currently in acall, and are not currently in the wrap-up period
following a queue call.

What agents experience

Agents can work in a queue using the telephone alone or in conjunction with Strata CS
ViewPoint. Agents can change their personal status to begin their shifts, take breaks, and end
their shifts. After finishing each call, agents have awrap-up time to compl ete paperwork before
they receive the next call.

By default agents have permission to change their own personal status, enabling them to control
their own workflow. Y ou can revoke this permission for individual agents, so that a supervisor
must changetheir personal statusfor them. See“ Preventing agents from changing their personal
status’ on page 2-16.

2-2
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What callers experience

Callers reach the queue either by dialing its extension directly or choosing it from your
company’ s auto attendant (for example, “for Technical Support, press 2”). They hear an initial
message, called a Welcome prompt, that introduces them to the queue. Y ou can also have the
gueue prompt them to enter data at this point, such as a customer number, that can optionally
modify their waiting experience. If no agents are ready, the callers are then placed on the queue
to wait.

While waiting, callers hear hold music. Occasionally they hear other messages called Hold
prompts. These are messages that you record to assure callers that their calls will be answered,
to play them an advertisement, and so on. Y ou can define Hold promptsthat play only once, play
on arepeating basis, or change based on how close the call is to being answered. Instead of
waiting, callers can choose to |eave a voice message or transfer out of the queue to an extension
you define, such as an Operator or your auto attendant.

When an agent becomes ready, the caller istransferred to that agent.

Basic call center queue terminology

Towork inacall center queue as an administrator, supervisor, or agent, you should be familiar
with the following call center queue terms:

m Agent. A Strata CS user who answers incoming callsto the call center.

m Queue. A call center that is set up at asingle extension. Callersto that extension who
are waiting are said to be “in the queue.” A call center can have more than one queue.
For example, atechnical support department can have one queue for Product A and
another queuefor Product B. Each queue hasitsown list of agentswho answer callsand
its own method of distributing callsto agents. A user can be an agent for more than one
queue.

m Supervisor. An agent who has special permissions. Supervisors can perform
administrative maintenance on a queue by using the Strata CS Administrator
application, and they can view current queue statistics in ViewPoint. Agents can have
varying levelsof supervisor permission. If you have supervisor permissions, see Chapter
5 for further information.

= Overflow agent. A user who answers callsto aqueue only when all the queue’ sregular
agents are busy (standby or unavailable).

m Personal calls. Any callsdirectly to an agent’s extension, as opposed to calls the agent
receives from a queue.

Viewing queue configuration and setup

The Call Center Queue Information report shows general information about each queue in your
system, including alist of agents and their current settings. Y ou can use this report to get a
snapshot of a queue’s setup. For more information, see Chapter 7.

CHAPTER 2. CREATING A CALL CENTER QUEUE 2-3



About creating a call center queue

The queue is the backbone of a call center. A queue defines the primary and overflow agents
who receive call center cals, the method by which cals are distributed to those agents, what
callers experience while they are waiting, and so forth.

Licenses and permissions

To create acall center queue, you must have the appropriate licenses and permissions.

Agent licenses

To create aqueue, you must first purchase and enter one Call Center Agent license for each call
center agent. Only onelicenseisrequired for each agent, even if agents are membersof multiple
gueues. See Srata CS Administrator Manual for more information about entering licenses.

Queue folder permission

To create or edit a queue, you must have the general Strata CS permission Access Queues
Folder set to View and Edit. You do not need other Administrator permissions, so you can
manage queues without being afull Strata CS system administrator. To set permissions, use the
Users view of the Administrator. See Srata CS Administrator Manual.

Overview of creating a queue

Y ou create a queue in the Strata CS Administrator using the tabs in the Queue dia og box,
accessed by choosing File > New > Queue. The sections in this chapter describe each feature
you can use.

When you havefinished creating a queue, you can then set up one or more methods of directing
calstoit. You can:

= Create an auto attendant menu choice that sends callersto the queue. See“ Setting up a
menu choice for aqueue” on page 2-50.

= Givethe queue aDID number or route atrunk directly to the queue. See Srata CS
Administrator Manual.

m Create autility user that receives calls and automatically routes them to the queue. By
doing this you can use Strata CS's advanced call-handling features with a queue, for
example contact identification, intelligent call routing, time scheduling, and more. By
using a utility user you can give your VIP callers specia treatment. See Chapter 3.

After you have set up a method of directing calls to the queue, the queue is complete and
available.

2-4
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The Queues view

To create or edit a queue, open the Queues view in the Strata CS Administrator by clicking its
button in the view bar.

## Queues - Toshiba Strata C5 Administrator

File Edit Wiew Tools Queues Help |
- &% 2| ?
Queues
Joc 0003 Op i 1
p Sales 557 Found rabin
e | Techrical Suppart 215 Longest idle agent

Gueues

[ [ 3 Items [ &sdmin [x100) [TYGDODKIT 3l = {7

Each queue that you create appears as arow in the view. The following table shows the
information that is displayed for each queue in the Queues view.

Column Description

Name Name of the queue

Extension Extension dialed to reach the queue from the auto
attendant or when transferring a call

DID Direct Inward Dial—Phone number dialed to
reach the queue directly

Distribution Algorithm used to distribute calls to agents

Status Whether the queue is currently distributing calls to

agents. The possible statuses are:

Open. The queue is distributing its calls to
ready agents as normal.

Closed. The queue is closed. No calls are
being distributed to agents.

Closed - No agents. All agents in the queue
are currently signed out, so the queue is
automatically sending its calls directly to

voice mail.
Number of Total number of agents who are members of the
Agents queue.
Record Nth Call If checked, the queue is set to record its calls.
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Column Description

Change Hold The name of the music-on-hold source being
Music To used for the queue’s hold music, if any.
Hold Callback The amount of time that the queue waits before

ringing back an agent who leaves a call on hold or
parked. “Off” indicates that ringback is not being
used.

Priority If checked, the queue has a priority variable that
can be used for assigning some callers a higher
priority than others.

Overflow If checked, the queue is using overflow agents.

Redirect Separate columns for Too Busy, Maximum Wait,
and Queue Closed. If checked, the queue is set
to redirect callers when the circumstance occurs.

Mail Usage Percentage of allocated voice mail space
currently used.

Greeting Usage Percentage of allocated space for greetings
currently being used.

Disk Usage Amount of disk space (in megabytes) used by the
gueue’s audio files, including voice mail and
greetings.

Mailbox size How much space (in minutes) the queue’s voice
mailbox has.

Greeting size How much space (in minutes) is allocated to the

gueue for greetings.

Comments Any comments about the queue

Opening the Queue dialog box

Use the Queue dialog box to create or edit a queue. To open it, do one of the following:
= To create anew queue, choose File > New > Queue.

= To edit an existing queue, double-click its row in the Queues view.
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Entering general information about a queue

Click the Queue tab in the Queue dialog box.

Sales Queue - Queue [ %]

1+ Agerts

- Distribution
- Redirection
#-Hald

- Yoice Mail
- Caller Entry

b
b
b
b

- Sacurity
- Audio

- Recording
[#- Statistics

150N Dutbound Caller ID Esternsion:  [300

- Permissions

- Dial-by-name Directory

Mame: |Sales Gueue

Password: I LConfirmation: I

DID number: |
Operatar: I Operator [« 0] j
=

Comments:

|

1. Enter the following information for the queue:

Name. Give the queue a short name that will easily identify it, such as“ Sales
gueue.” When userstransfer acall to this queue using ViewPoint, they will select it
by name.

Extension. Enter an extension for the queue. Users can then transfer callsto the
gueue by phone. The extension is generally not used by callersto dial the queue
from an auto attendant. Callers should reach the queue either by dialing a Direct
Inward Dial number or by making achoice on the auto attendant menu. See* Setting
up amenu choice for aqueue” on page 2-50.

Password. Givethe queue aunique numeric password. Y ouwill need tologinwith
the password if you want to change the queue configuration or check the queue’s
Voice messages when you are at aremote phone. For example, on aday when your
business is closed unexpectedly, you can call, log in, and change the queue's
voice-mail greeting so that callers are aware of the situation.

DID Number. Optionally, you can givethe queue aDirect Inward Dial number from
the block of numbers provided by your telephone company. Callers can then dial
the queue directly, without going through an auto attendant.

To assign multiple DID numbersto aqueue, separate each number by acomma. For
example, enter 1234,1235,1236.

Operator. Select the extension to which callers will be transferred if they press 0
while they are leaving voice mail for the queue.

Comments. Enter any descriptive information about the queue.

2. Click OK to save the queue as you have defined it so far or go to the next section.
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Defining call logging for the queue
Click the Queue\ Call Log tab.

1.

2.

Enter the following information:

Log this queue’s calls. Specify which of this queue’ s calls appear in the Call Log.
Y ou can log inbound calls, outbound calls, both, or none. To log no calls, uncheck
the field.

Important:If you turn off call logging for the queue, you cannot run reports on this
queue.

Organization. If you are using Organi zations, check to associate thisqueue with the
Organization you select from the drop-down list. Click ¢ to create anew
Organization. Inbound callsto the queue that did not reach an agent will be logged
as belonging to the selected Organization (for example, abandoned calls and calls
where the caller left a voice message).

Organizations are a means to represent different companies or tenants that share a
Strata CS Server. For more information, see Srata CS Administrator Manual.

Note: Outbound calls made by users calling as the queue are not associated with
the queue’s Organization. They are always associated with the user’'s Organization,
even if the user has no associated Organization.

Click OK to save the queue as you have defined it so far or go to the next section.

Setting ISDN Caller ID information for outbound queue calls

Agents can place outbound calls that are marked as being from the queue rather than their
personal extension (see“ Placing callsfrom aqueug’ on page 4-8). For outbound queue callsthat
are placed over ISDN trunks, you can determine the Caller I D information that accompaniesthe

call.

Notes

m Caller ID information entered here is overridden by any ISDN Outbound Caller ID entered

for the ISDN span. See Strata CS Administrator Manual.

= On trunk types other than ISDN, outbound Caller ID is always set by the telephone

company.

To set ISDN outbound Caller ID for the queue
Click the Queue\ ISDN Outbound Caller ID tab.

From the Calling party presentation drop-down list, select one of the following:

1.
2.

System default. Outbound Caller ID will be whatever you have specified under
Tools > System Settings for the Strata CS system as awhole. The current setting
isdisplayed in parentheses.

Custom. Y ou can specify your own Caller ID number to accompany outbound calls
from the queue. Enter the Caller ID number in Calling party number.

2-8
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3.

m Set by telephone company. No specific Caller ID is attached to outbound calls
from the queue. Outbound Caller ID is assigned by your telephone company
network.

= Blocked. Caller ID isblocked on outbound calls from the queue. Note that the
system still sends Caller 1D information even though it is blocked: thisisa
requirement, because someinstitutions have theright to read blocked Caller ID, for
example emergency services and 800-numbers.

Click OK to save the queue as you have defined it so far or go to the next section.

Including the queue in the dial-by-name directory

Y ou can include the queue in the dial-by-name directory so that, for example, acaller could dial
SALESto reach your Sales queue.

If you include the queue in the dial-by-name directory, you should record its voice title. See
“Recording avoice title for the queue” on page 2-46.

To include the queue in the dial-by-name directory

1.
2.
3.

Click the Dial-by-name Directory tab of the Queue dialog box.
Check List in dial-by-name directory.

To play auser's extension along with the user's name when callers choose the user
from the dia-by-name directory, check Play extension to the caller.

Click OK to save the queue as you have defined it so far or go to the next section.
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Defining agents for the queue

Usethe Agentstab in the Queue dial og box to define agents for the queue. Both primary agents
and overflow agents must be defined as agents on this tab. Primary agents are agents whose
primary task is answering queue calls. Overflow agents are agents whose primary task is not
answering gqueue calls, but who receive them when all primary agents are busy. See page 2-24
for further information about defining overflow agents for your queue.

For an agent to work in more than one queue, you must add the agent separately to each of those
queues.

Agentsmust be Strata CS users before you can add them to aqueue (see Srata CS Administrator
Manual for information about creating Strata CS users).

Sales Queue - Queue E
pgerts |
E- Q:UEUE Default wrap up for new agents in seconds: |1 5
Call Log
“|SDM Outbound Caller 1D Cecilia 5t. John e
I'_fl--.étgents tir Anatalia
. Permissions i Wwilliams v |
(=1 Distribution

g Shannon Rose Ryan
i Caller Priority

verflow Agents
wpected Wait Time
- Redirection

[+ Hold

[#-Yoice Mail

- Caller Entry

- Dial-by-name Directory
- Sacurity

- Audio

- Recording

[#- Statistics

aqd. | Edt. | Dee |

QK I Cancel | Help |

Changing permission defaults
Y ou can set defaults for agent permissions. There are two benefits to doing this:

m To save time when adding agents. Before adding agents, set the defaults to the way
you want them to befor atypical agent. The default settingswill then appear aseach new
agent’ s settings, which you can then modify for an individual agent if necessary.

m To change apermission for several agents at once. When you change adefault agent
permission, you change it for all existing agents except agents for whom you have
specified an unchanging permission. For example, you might give your agents the
Queue Sign In/Out permission, and then later decide to disallow it.
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To set default agent permissions
1. Click the Agents\ Permission tab.

2. Tosetadefault permission, click theValue columninitsrow inthelist, then select the
permission level you want from the drop-down list. For a description of the
permissions and permission levels, see “ Agent permissions’ on page 2-14.

3. Click OK to save the queue as you have defined it so far or go to the next section.

Adding agents to the queue
Click the Agentstab of the Queue dialog box.

1. Click Add. The Agent dialog box opens at the General tab.
pget

General | Permissionsl Skills I

This agent is the following user: IKenneth Deimoch j

Wrap up time in seconds: I‘I 5

[~ This agent iz an observer, not shown in Queus Monitor

[¥ This agent is signed in

¥ Automatically record this agent's calls
Becord 1 call out of every: |5—
Recording direction: [Inbound and outbound |
Send agent call recordings to: I this Agent j
Wwhen mailbax iz full IDiscard new call recording j
Cancel | Help |

For This agent is the following user, select auser from the list.
3. For wrap up time in seconds, accept the default or enter a different wrap-up time.

Agents can terminate their wrap-up period early and make themselvesready to receive
calls. See Chapter 4 for complete instructions on being a call center queue agent.

4. For This agent is an observer, not shown in Queue Monitor, check to make this
agent an observer who can monitor queue activity without being seen by other agents
in the queue. If checked:

m Other agents cannot see the agent in ViewPoint in the Agents pane of the Queue
Monitor (see “Viewing queue statistics in the Queue Monitor folder” on page 5-3)
or the queue’ s tab in the Extensions list.

= Theagent isautomatically signed out and cannot sign in, so that the agent does not
receive cals from the queue (see the next step).

= The agent cannot be given the permission Queue Sign In/Out.
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The observer agent can view queue activity in the Queue Monitor and Call Monitor,
supervise other agents' calls and perform other supervisory actions. The observer
agent can also take queue calls manually by using the Take Call command in the Call
Monitor.

If the checkbox iscleared, the agent appearsin the Agents pane of the Queue Monitor,
and can be signed in or out.

For This agent is signed in, select the check box if the agent receives calls from the
gueue when the agent is ready. Clear the check box to define a supervisor who can
monitor the queue but does not receive calls from the queue.

When the check box is cleared, calls from this queue are not sent to the agent, even
when the agent isready. However, the agent still seesthetab for this queuein the Call
Monitor and can answer queue calls using the Take Call command.

Note: To receive calls from a queue, an agent must be both signed in, available for
gueue calls, and ready. See “When agents receive queue calls” on page 2-2.

Y ou can use this check box to switch an agent from one queue to another, by signing
the agent in for one queue and out for the other queue.

Y ou can aso give agents the permission to sign themselvesin and out of a queue. See
“Agent permissions’ on page 2-14 and “ Signing in and out of a queue’ on page 4-5.

To change the agent’ s permissions from the queue’ s defaullts, click the Permissions
tab, click the permission, click the arrow in the Value column, and select avalue for
the permission. If you choose “Use Default,” the value changes when you change the
default permission (see “ Changing permission defaults’ on page 2-10). For an
explanation of permissions, see“Agent permissions’ on page 2-14.

General Permizsions | Skills I

Walue |
W Use default [Allow] =l
Jain anather agent's call Usze default [Allow]

Coach an agent A"UW

Monitor Agent calls |salow o

Y ou do not need to use the Skills tab unlessthisis an overflow agent. See “ Setting up
overflow agents’ on page 2-24.

Note: If you have set the overflow skill's default value to something other than 0, then
you must set this agent’s overflow skill to 0 to make this a primary agent (see “Assigning
the overflow skill to agents” on page 2-27). You do not need to worry about this if you
are not using overflow agents, or if you have created an overflow skill with a default
value of 0.

To set automatic call recording for this agent, check Automatically record this
agent’s calls. See the next section for details.

When you havefinished defining the agent, click OK. The Agent dial og box closesand
you return to the Agents tab in the Queue dialog box.
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Automatically recording an agent’s calls

Y ou can have Strata CS automatically record an agent’s queue calls on a periodic basis. The
recorded calls appear as new voice messages in the voice mailbox that you select. The system
records both inbound and outbound queue calls.

If you want to record all user calls, use system call recording instead. See Srata CS
Administrator Manual.

Notes

You can include a repeating beep on queue call recordings to indicate to the agent and
caller that the call is being recorded. See Chapter 4 of Strata CS Administrator Manual.

In some U.S. states, it is illegal to record a call without notifying the caller. If you are using
Strata CS in such a state, your queue’s Welcome prompt should inform callers that their
calls may be recorded. See “Warning callers that their calls may be recorded” on

page 2-47.

To automatically record an agent’s inbound queue calls

1.
2.
3.

7.

Click the General tab in the Agent dialog box.
Check Automatically record this agent’s calls.

In Record 1 call out of every, enter anumber. Enter 1 to record every cdl to this
agent, 2 to record every other call, 3 to record every third call, and so on.

Fromthe Recording direction drop-down list, select whether to record inbound calls
only, outbound callsonly, or both. Selecting both meansthat you get onerecording per
n callsregardless of the calls direction.

From the Send agent call recordings to drop-down list, select the mailbox that will
receive the call recordings as new voice messages.

From the When mailbox is full drop-down list, select what happens if the destination
mailbox is full when Strata CS attempts to store a new call recording there:

m Discard new call recording. Strata CS deletes the new call recording instead of
storing it.

m Delete oldest call recording. Strata CS deletes the oldest call recording in the
mailbox to make room for the new recording. Only call recordings can be deleted
by this method. Strata CS never deletes voice messagesin thisway.

Click OK. The Agent dialog box closes.

Note: You can also record a general sampling of calls to the queue, regardless of which agent
answers them. See “Automatically recording queue calls” on page 2-48.
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Agent permissions
Y ou can give agents permissions in the following areas:

Agent Permissions

Permission

Description Default value

Change the
personal status
of another user

The agent can manage other Allow
agents’ workflow by changing

their personal status. See

“Changing an agent’s personal

status” on page 5-19.

If agents are prevented from
changing their own personal
status, you must create a
supervisor with this permission to
manage their workflow is . See
“Preventing agents from changing
their personal status” on

page 2-16.

Join another
agent’s call

The agent can enter another Disallow
agent’s call, such that all parties in

the call hear each other. See

“Supervising other agents’ calls”

on page 5-16.

Coach an agent

The agent can enter another Disallow
agent’s call and be heard by the

coached agent but not by the

caller. See “Supervising other

agents’ calls” on page 5-16.

Monitor Agent
calls

The agent can listen in on other Disallow
agents’ calls without being heard

by the monitored agent or the

callers. See “Supervising other

agents’ calls” on page 5-16.

Monitor Queue
statistics

The agent can view real-time Allow
gueue statistics in ViewPoint's

Queue Monitor folder or listen to
statistics using the telephone

command *55. See “Monitoring

gueue statistics” on page 5-3.
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Agent Permissions

Queue sign The agent can sign in or out of Disallow
infout individual queues. See “Signing in
and out of a queue” on page 4-5.

Note: If an agent has the general
Strata CS Call Center
Administrator Guide permission
Access Queues folder set to
“View and Edit,” and is not an
observer agent, the agent can
sign in and out of all queues
regardless of how this queue
permission is set. Agents with that
permission can also sign other
agents in and out of queues (see
“Signing agents in or out of a
gueue” on page 5-21).

View agents The agent can see when agents’  Disallow
being monitored calls—including their own—are

being monitored. With this

permission, agents whose calls

are being monitored display in the

Call Monitor with the monitoring

party attached as an indented

line. See “Viewing when agents

are being monitored” on

page 5-17.

Access Queue The agent can view a record of View only
call log calls to the queue. With “View and

Edit,” the agent can perform all

actions in the folder. See User

Guide for ViewPaint.

Access Queue The agent can see queue callson No access
call monitor a tab in ViewPoint’s Call Monitor

folder. With “View and Edit,” the

agent can perform all actions in

the folder. See “Using the Call

Monitor tabs” on page 4-7.
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Agent Permissions

Access queue The agent can view and play View and Edit
mailbox voice messages in the queue’s

voice mailbox. With “View and

Edit,” the agent can perform all

actions in the folder. See

“Managing a queue’s voice

mailbox” on page 5-20.

Permissions are granted to call center agents using the following levels:

m Use default. The agent’ s permission level iswhatever the default isfor that permission.
The current default is shown in parentheses. If the default changes, the agent’s
permission changes with it. See “ Changing permission defaults’ on page 2-10.

= Allow. The agent can perform the specified operation.
m Disallow. The agent cannot perform the specified operation.
m No access. The agent cannot view this part of the ViewPoint interface.

= View only. The agent can view the information in ViewPoint, but cannot perform any
commands on an item. For example, if Access queue call monitor isset to View only,
the agent can see queue calls but cannot answer or transfer them.

= View and Edit. The agent can view the information and perform all commands.

Preventing agents from changing their personal status

By default, Strata CS allows agents (and all users) to change their own personal status. If you
want, you can prevent agentsfrom changing their personal status by setting their user permission
Change Personal Status to Disallow (see Srata CS Administrator Manual for instructions).
When on duty, such agents are unable to select a personal status to stop receiving queue calls,
for example Do Not Disturb or On Break. Supervisors can still change the agents’ personal
status to start and end their workday and let them take breaks.

Note: When you prevent users from changing their personal status, they cannot use any of the
personal status features described in User Guide for ViewPoint.

Agent skills

The Skills tab of the Agent dialog box is used to create overflow agents. See “ Setting up
overflow agents’ on page 2-24.

Changing the order of agents

On the Agents tab in the Queues dialog box, click the arrow buttons to change the order of
agents.
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If you are using thetop down or round robin agorithmsto distribute calls to agents, the order
of agentsin the queue is especialy important, because it determines the order in which agents
receive calls.

The order of agents can also be important when using other distribution algorithms. For
example, if you are using the fewest calls algorithm, and three agents are tied for the fewest
calls, thetopmost of those agentsin the order getsthe next call. Note that at the end of a shift all
statistics are reset to zero, so al agents aretied in statistical categories, and agent order briefly
becomes the method of distributing calls, until new statistics are accumulated.

For adescription of the distribution algorithms, see “ Configuring call distribution” on
page 2-18.

Using remote agents

If you have call center agents who work primarily at aremote phone (for example, from their
home or cell phone, or an 1P phone), you should give them externa stations. If they mostly work
onainternal office station but occasionally work from home, you should assign them an internal
station but make sure they use the "Imitate a station" feature and turn on call forwarding when
working at home. See Srata CS Administrator Manual for instructions on assigning users
external stations, and User Guide for ViewPoint for instructions on using a remote phone with
Strata CS.

Using roaming agents, or hot-desking

If your call center agents frequently move from desk to desk, or take calls at whatever internal
phone happens to be nearest, you can set up your call center to ensure the accuracy of statistics
and reports, asfollows:

1. Giveadll agentsastation ID of O.

2. For each desk, create a placeholder user with the station I D of the desk’ s phone. Name
the user after the desk, for example, “Cube 101" or “Desk 5.”

3. Tell agentsto add the following stepsto their routine for beginning and ending their
shifts. Following these steps ensures that Strata CS correctly displays and reports on
agent activity no matter what phones they use.

m When agentsfirst sit down at a new phone to receive calls, before they mark
themselves as ready, they should log in and forward their callsto their current
location. They can use either of the following methods:

m To use the telephone commands, pick up the phone and log in by pressing #
<extension> # <password> #. Once logged in, press5 1 to forward callsto
their current location.

= TouseStrataCSViewPoint, start ViewPoint. The Select Station dial og appears.
Select the second login option, Use station <x> to place and answer calls as
<name>. Check Forward my calls to this station.

m When agents are finished using a phone, log out from it. This ensures that subsequent
callsfrom that phone are not added to the agent’ srecord. To log out from aphone, either
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pick up the phone and press*0 0, or choose the ViewPoint command File > Exit and Log
Off.

For more information, see “Working at different phones’ on page 4-4.

When you have finished defining agents

Click OK in the Queue dialog box to save the queue as you have defined it so far or go to the
next section.

Configuring call distribution

Click the Distribution tab in the Queue dialog box to perform the following tasks:

= “Choosing how queue calls are distributed to agents” (next section)
m “Placing agents on break if they do not answer calls’ on page 2-19
m “Closing the queue’ on page 2-20

Choosing how queue calls are distributed to agents
There are several methods by which you can distributeincoming queue callsto agents. Note that
calls are distributed only among agents who are both signed in and ready (see “When agents
receive queue calls’ on page 2-2 and “ Starting your shift” on page 4-2).
To specify how the queue distributes calls to agents

1. Click the Distribution tab of the Queue dialog box.

Sales Queue - Queue E
Category Distribution
B- Queue Distribution algorithm: IHound 1abin j
E--Agents
e Permissions Agent distibution calculations are based on: IShift j
(=) Distributian

Caller Pririty [~ Queue is closed
Owerflow Agent
E:;;c?:d \3:: ?ime ™ If an agent does not answer, set that agent to On Break

- Redirection After how many unanswered calls: |2

- Hold

2. Fromthe Distribution algorithm drop-down list, select one of the following:

m Top down. The call moves through the list of agents—from the top of the list
downward—until it reaches aready agent. For thisagorithm, the order of agentsin
the queue isimportant. See “ Changing the order of agents’ on page 2-16.

= Round robin. Agentsreceive callsin the same sequence as with Top Down, but

starting with adifferent agent each time. Each call startswith the agent after the one
who answered the previous call.

m Longest idle agent. The ready agent who has waited the longest time for a call
receives the next call. Thisalgorithm is calculated by determining which agent has
gone the longest period of time without being in an Active state. Non-queue calls
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count asbeing “idle,” because they put an agent in the Standby state. See the Agent
State column under “ Agents Pane Information” on page 5-4.

m Fewest calls. The ready agent who has answered the fewest calls from this queue
since beginning their work shift receives the next call.

m Least talk time. The ready agent who has spent the least amount of time on calls
from this queue since beginning their work shift receives the next call. This agent
may be someone other than the agent who has handled the fewest calls.

m Simultaneous ring. All agents' phonesring at the same time. The agent who
answers first takes the call. Thisfeature is especially useful for small offices or
departments.

3. Fromthe Agent distribution calculations are based on drop-down list, select
whether to distribute calls based on totals for the current shift or the current day (since
midnight). The distinction affectsthe algorithms Longest idle agent, Fewest calls, and
Least talk time. For moreinformation about shifts, see“ Collecting queue statistics’ on
page 2-49.

4. Click OK to save the queue as you have defined it so far or go to the next section.

Note: By default, outbound queue calls are not recognized by distribution algorithms. For
example, “Longest Idle Agent” counts agents as idle unless they are on an inbound queue call.
To have distribution algorithms recognize outbound queue calls, use the Strata CS Advanced
Settings Editor to set the database registry setting Server\CCRouteOutbound to 1. See
Appendix A of Strata CS Administrator Manual for instructions.

Notes on simultaneous ring

= Simultaneousring does not ring the phones of overflow agents unlessthe overflow wait
time has been exceeded. At that point it rings the phones of all agents. See“ Setting up
overflow agents’ on page 2-24.

= When an agent answersacall with simultaneousring, it doesnot count as an unanswered
call for the other agents, for purposes of putting the agent automatically in On Break
status. However, if all agentsfail to answer the call whileit isringing, it counts as an
unanswered call for all of them. See*Placing agentson break if they do not answer calls’
on page 2-19.

Placing agents on break if they do not answer calls

Y ou can have Strata CS automatically place agentsin the On Break personal statusif they fail
to answer one or more consecutive queue calls. Placing a missing agent On Break ensures that
the queue does not send callsto that agent and provides the caller with a smoother waiting
experience. Thisfeature is a safeguard against agents leaving their phones and forgetting to

place themselves in the On Break personal status.
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To automatically place missing agents On Break
1. Click the Distribution tab of the Queue dialog box.
2. Check If an agent does not answer, set agent to On Break.

3. InAfter how many unanswered calls, enter the number of consecutive unanswered
queue calsthat must occur for Strata CS to automatically place an agent in the On
Break personal status.

4. Click OK to save the queue as you have defined it so far or go to the next section.

If an agent declines a queue call by using the call announcing options, that action is considered
an unanswered call. See User Guide for ViewPoint for an explanation of call announcing.

Y ou can keep track of how often the queue automatically puts agentsinto On Break status, using
the Queue Monitor statistics Away, No Answer, and Forced Break. See “ The Agents pane” on
page 5-3.

Note: Supervisors can also manually place agents in the On Break personal status or in any
other personal status. See “Changing an agent’s personal status” on page 5-19.

See User Guide for ViewPoint for more information about using the On Break personal status
and other personal statuses.

Closing the queue

Y ou can close the queue and prevent new incoming calls from being routed to agents, for
exampl e after business hourswhen your department is closed. When aqueueisclosed, incoming
calsto it are automatically handled according to the selections you make on the Redirect tab
(see “Defining how calls are redirected when the queue is closed” on page 2-34).

To close the queue
1. Click the Distribution tab of the Queue dialog box.
2. Check Queue is closed.

3. Click OK to save the queue as you have defined it so far or go to the next section.

Note: You can have the queue close itself automatically when there are no agents signed in.
See “Defining how calls are redirected when the queue is closed” on page 2-34.

Queue status when closed

Queue status displaysin ViewPoint's Extensions list in the Personal Status Name column, and
letsyou see at aglance whether the queueis currently accepting calls or not. The queue statuses
are:

= Open. The queueisdistributing to its calls to ready agents as normal.
m Closed. The queueisredirecting cals as specified on the Redirect tab.

m Closed - No agents. All agentsin the queue are currently signed out or unavailable, so
the queue is automatically redirecting calls as specified on the Redirect tab.

For more about ViewPoint's Extensions list, see User Guide for ViewPoint.
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Setting up caller priority

Y ou can give some gqueue callsahigher priority than other queue calls. Callswith higher priority
advance to the head of the queue quicker than other calls.

Normally, callsto aqueue are answered in order of wait time. The call that has been waiting the
longest number of secondsisthe next one to be answered. Priority works by padding acall with
extraseconds of wait timewithout the caller actually waiting for them. The system treatsthe call
asif it has been waiting longer than it really has, so the call is moved closer to the head of the
queue. Y ou determine how many extra seconds priority adds to each call.

Note: The Call Monitor displays the actual wait time, not the padded wait time, in the Wait
Duration column.

You set call priority using a custom data variable, as described in the following sections. For
more information about using custom data variables, see “Managing custom data variables’ on
page 2-53.

Priority and the priority multiple
The number of extra seconds added to a call is determined by the following two numbers:

m The priority number. A number attached to each call in acustom datavariable, that you
set when the call enters the queue. The higher acall’ s priority number is, the higher its
priority and the sooner it will reach the head of the queue.

m The priority multiple. A number that you set for the queue asawhole. It determines how
many extra seconds of wait time each unit of priority isworth. Strata CS multipliesa
call’s priority number by the priority multiple to determine how many extra seconds to
add to the call.

The higher the priority multiple, the greater the effect of having a high priority number. For
example, if the priority multiple is 60, each unit of priority isworth aminute, so acall with
priority 5 receives 5 minutes of extrawait time. If the priority multiple is 480, each unit of
priority isworth 8 minutes, so acall with priority 5 receives 40 minutes of extrawait time.
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Examples
The following tablesillustrate how priority changes the order in which calls are answered.

Priority Multiple = 120 (Each unit of priority = 120 seconds or 2 minutes)

Order Real Wait Time Extra seconds Revised Wait
received Priority added Time (sec.) Queue order
First 900 0 0 900 Second
Second 600 0 0 600 Fourth
Third 300 5 600 900 Third
Fourth 60 2 240 300 Fifth
Fifth 30 10 1200 1230 First
Sixth 10 1 120 130 Sixth

Priority Multiple = 500 (Each unit of priority = 500 seconds or 8 minutes 20 seconds

Order Real Wait Time Extra seconds Revised Wait
received Priority Time (sec.) Queue order
First 900 0 0 900 Fourth
Second 600 0 0 600 Fifth
Third 300 5 2500 2800 Second
Fourth 60 2 1000 1060 Third
Fifth 30 10 5000 5030 First
Sixth 10 1 500 510 Sixth

Note: Redirection overrides caller priority. If the queue is currently redirecting callers based on
the criteria you defined (see “Configuring the queue to redirect calls” on page 2-31), then calls are

redirected no matter how high their priority would have been.
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Configuring a queue to use call priority

To configure aqueue for cal priority, you must specify the custom data variable to use for
priority (or create a new one) and specify the priority multiple, as follows:

1. Click the Distribution \ Caller Priority tab in the Queue dialog box.

Sales Queue - Queue [ %]
Category Distribution % Caller Priority
- Queue ¥ Ceirtain callers have a higher pricrity than other callers
[=-Agents
L L Pemissions Pricrity iz stored in custom wariable: ISaIesPriority j o

Distribution
L. Caller Friaity For each unit of priority, pad the caller's wait time by IBD seconds
i e Overflow Agents

Check Certain callers have a higher priority than other callers.
3. Under Priority is stored in custom variable, do one of the following:
m Select an existing custom data variable.

a Click 2 to create anew custom datavariable. For instructions see “ Creati ng a
custom data variable” on page 2-53.

Make sure the variable is of Data Type Long and has a Default value of O.

The variable you select here is the queuge’ s priority variable. Itsvalue for each call is
that call’ s priority number.

4. InFor each unit of priority, pad the caller’s wait time by __ seconds, enter the
priority multiple. Thisnumber is multiplied by the value of acall’ spriority variableto
determine how many extra seconds of wait time is added to the time aready waited.

5. Click OK to save the queue as you have defined it so far or go to the next section.

Assigning priority to calls

Y ou assign priority to anincoming call by assigning avalueto the custom data variable that you
selected in the previous procedure. Y ou can assign value to the variable using any of the
following methods:

m With an auto attendant. Callers receive priority based on the phone number that they
dia or menu choice they select. You could have a special phone number that you give
out to your premier customersthat givesthem ahigh priority when they call that number.
See Srata CS Administrator Manual for more information about creating custom data
variables.

= With an IVR Plug-in. Your IVR Plug-in application can assign priority based on analysis
of the call (for example, you could giveinternational callersahigh priority) or based on
information that the caller enters (for example, account number). See Srata CS
Administrator Manual for more information about creating custom data variables.

m With queue data entry. The queue can assign priority directly from a number that the
caller enters (for example, you could give out customer numbersthat range from 1 to 10
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Setting up overflow agents

and have the queue prompt callers to enter them). See “ Setting up caller data entry” on
page 2-42 for more information about creating custom variables.

m With the Strata CS Call Classifier. This Strata CS add-on application can benefit call
centersin many ways. Among other things it can automatically assign priority to calls
based on issue number, Caller ID, or caller identification against your company
database. For more information about the Call Classifier, see“Using the Call Classifier
on page 2-52.

Overflow agents are agents who receive calls from a queue only if the queue’ s primary agents
areall busy for acertain number of minutes. Overflow agents can be users whose main focusis
another task, but who are available to take queue callsif needed. You can set up multipletiers
of overflow agents, so that overflow 1 agents receive calls only when all primary agents are
busy, overflow 2 agents receive calls only when al primary agents and overflow 1 agents are
busy, and so on.

Calls are distributed among each tier of overflow agents according to the queue’ s distribution
algorithm. For example, if the algorithm is Top Down, the call rings the topmost ready primary
agent. If all primary agents are busy, the call rings the topmost ready overflow 1 agent. If all
primary and overflow 1 agents are busy, the call rings the topmost ready overflow 2 agent, and
S0 on.

Note: With the Simultaneous Ring algorithm, if the overflow wait time has been exceeded, the
phones of all primary and overflow agents ring regardless of overflow level.

Setting up an overflow group of agents consists of the following tasks:
= Creating the overflow skill
m Assigning the overflow skill to agents

m Setting the overflow wait time

Creating the overflow skill

To create overflow agents, first add them to the queue as you would normal agents (see“Adding
agents to the queue” on page 2-11). Y ou then give the agents a specia skill, known as the
overflow skill. Agentswith askill value of 0 are primary agents. Agentswith askill value higher
than 0 are overflow agents.

Increment the skill value to set up multipletiers of overflow agents. An agent with a skill value
of lisafirst-tier overflow agent. An agent with askill value of 2 isasecond-tier overflow agent,
and so on. (An agent with avalue of 0 in the overflow skill isaprimary agent.)
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Notes

m You do not have to number overflow skill levels sequentially. Only the order is important.
For example, you could have skill levels 1, 5, 6, and 10.
m Agents who do not have the overflow skill at all are considered to have it at the default

value. When creating the skill you should keep the default value of 0, so that agents
without the skill are primary agents.

Example: To set up overflow agents for a Sales queue, you create a skill called “ Sales
Overflow” and giveit to all 20 agentsin the queue. Ten of the agents have a skill value of
0—they are the primary agents. Five agents have a skill value of 1—they are thefirst tier of
overflow agents, who are called only when the primary agentsare busy. Five agents have askill
value of 2—they are the second tier of overflow agents, who are called only when the primary
and first-tier agents are busy.

To create the overflow skill
1. Click the Distribution \ Overflow Agents tab in the Queue dialog box.

Sales Queue - Queue [ %]
Category Distribution % Overflow Agents

t Queue [¥ Certain agents are only called when other agents are busy

Permissions Dverflow agent tiers are identified by the value of this skill: ISaIes Dverflow vl =

istribution
Caller Priority Calls are distributed to overflow agent tiers after waiting W zeconds
Overflow Agents
Expected Wait Time r If o agents in the curent tier are signed in and available then immediately offer

calls to the nest tier

* Callers should wait a fiked amount of time for any available overflow agent

= Callers should wait longer far agents with higher skill values

2. Check Certain agents are only called when other agents are busy.

With this field unchecked, overflow tiers are ignored and all agents are treated as
primary agents.

3. InOverflow agent tiers are identified by the value of this skill, click d to createa
new skill. The Queue\ Agent Skills tab of the System Settings dialog box opens.

Y ou can aso open thistab by choosing Tools > System Settings and choosing the
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Queue\ Agent Skillstab.

Queue \ Agent Skills
Hams | Default value ]
Add | Edit | Delete |
oK | Cancsl | Help |

4. Click Add. The Agent Skill dialog box opens.
[AgentSil |

Mame: |Sales Overflow

Drefault value: |D

Cancel | Help |

Enter aname for the overflow skill in Name.

Set Default value to 0, which indicatesaprimary agent. It isimportant to set thisvalue
to 0, because Strata CS treats agents without the overflow skill asif they had the
default value. By setting it to O, agents without the overflow skill are primary agents.

Click OK. The skill now appearsin the Agent Skills dialog box.

8. Click OK to close the System Settings dialog box and return to the Distribution \
Overflow Agents tab.

9. Make sure that the overflow skill you just created is selected in the Overflow agent
tiers are identified by the value of this skill drop-down list.

Sales Queue - Queue [ %]
Category Distribution % Overflow Agents
- Queue [¥ Certain agents are only called when other agents are busy
- Agents
= Distribution DOverflow agent tiers are identified by the value of this skill: ISaIes Overflow vl x_l

10. Click OK to save the queue as you have defined it so far or go to the next section.

For the remaining fields on this tab, see “ Customizing overflow wait time and behavior” on
page 2-27.
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Assigning the overflow skill to agents
Y ou identify overflow agents by assigning the overflow skill to those agents. If you have not
defined the overflow skill yet, go to the previous section.

Important: Make sure there are some primary agents in the queue. (To create primary agents,
do not give them the overflow skill, or give them the overflow skill set to 0). If a queue consists
only of overflow agents, all calls will wait until the overflow wait time expires before ringing an
agent’s phone.

1. Click the Agentstab of the Queue dialog box.

2. Select an agent who will be an overflow agent and click Edit. The Agent dialog box
opens. To define anew agent for the queue, see “Adding agents to the queue” on
page 2-11.

Click the Skillstab in the Agent diaog box.
Click Add. The Agent Skill dialog box opens.

QK I Cancel | Help |

Select the overflow skill in Name.

Inthe Value field, enter the number of thisagent’ s overflow tier. For example, enter 1
to make this agent afirst-tier overflow agent who receives calls when al primary
agents are busy. Enter 2 to make this agent a second-tier overflow agent who receives
calswhen all primary and first-tier overflow agents are busy, and so on.

Important:A value of 0 in the overflow skill represents a primary agent. You can also
define primary agents by not giving them the overflow skill at all if the default is O.

Click OK to close the Agent Skill dialog box.
Click OK to close the Agent dialog box.
Click OK to save the Queue as you have defined it so far or go to the next section.

Customizing overflow wait time and behavior

Strata CS givesyou several waysto customize how the queue sends callsto successive overflow
tiers. Click the Distribution \ Overflow Agentstab of the Queue dialog box to set the following
options:

m Calls are distributed to overflow agent tiers after waiting __ seconds.

Thisfield determines how long calls wait for a primary agent before being sent to an
overflow agent. For example, by default calls must wait 5 minutes without being
answered by a primary agent before being sent to an overflow agent.

Y ou can choose whether or not the wait time appliesindividually to each overflow tier.
See the Callers should wait option.
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m If no agents in the current tier are signed in and available then immediately offer
calls to the next tier.

If checked, the queue bypasses the overflow wait timeif all primary agents are signed
out. In that case calls are sent immediately to overflow agents. Note that if a primary
agent issigned in but merely unavailable (for example, on acall or On Break), wait time
isused as normal. The primary agents must be all signed out for the bypass to occur.

The bypass also occurs between overflow tiers. For example, if all primary and tier 1
agents are signed out, calls are immediately sent to tier 2 agents. If al primary, tier 1,
and tier 2 agents are signed out, calls are immediately sent to tier 3.

Leave unchecked to use the wait time in all cases, even when atier is signed out. For
example, in the changeover between shifts there might be amoment when al primary
agents are signed out, but you might still want callsto wait rather than ringing overflow
agent phones.

m Callers should wait...

This choice determines whether the overflow wait time applies only once, or separately
for each overflow tier.

m Choose Callers should wait a fixed amount of time for any available agent to
apply the overflow wait time only once. If no primary agentsanswer during thewait
time, the call is sent to the lowest-tier ready overflow agent, regardless of what tier
that might be. For example, if al tier 1 agents are On Break when the overflow wait
time expires, the call issent to atier 2 agent.

m Choose Callers should wait longer for agents with higher skill values to have
callswait longer before being sent to higher overflow tiers. With this option
selected, the wait time ismultiplied by the tier level to determine how long a call
must wait before being sent to that tier. For example, if thewait time is 5 minutes,
acall must wait 5 minutes before being sent to tier 1, 10 minutes before being sent
totier 2, 15 minutes before being sent to tier 3, and so on.

Notethat by changing the overflow skill value, you can increase the wait timefor a
tier. For example, if you definethree overflow tierswith skill levelsof 1, 2, and 10,
then the wait timesfor the tierswould be 5 minutes, 10 minutes, and 50 minutes. In
thisway you can refine the circumstances in which an overflow tier is pulled into

gueue activity.
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Configuring expected wait time

The queue continuously cal culates the expected wait time for each caller. Y ou can use expected
wait time in the following ways:

= Announceit to callers as a courtesy to inform them of the expected wait. See “ Creating
Hold prompts’ on page 2-36.

= Useit to determine whether or not a conditional Hold prompt playsto acaller. See
“Creating conditional Hold prompts” on page 2-38.

= Automatically redirect new callers when the expected wait time istoo high. See
“Defining how calls are redirected when the queue istoo busy” on page 2-31.

About the expected wait time estimate

Expected wait timeis an estimate based on how many agents are currently ready to take queue
calls and the average length of acall. The formulais asfollows:

6 + MinWaitTime + AvgCallLnth * (CallerPosition -1) / (max(AgentsAvailable, MinimumAgents))

Parameter Description

MinWaitTime Minimum wait time if entered (see the next section)
AvgCallLnth Estimated average call length (see the next section)
CallerPosition Position of the caller in the queue (includes priority)
AgentsAvailable Number of agents currently signed in and in the personal status

Available or Available (Queue Only).

MinimumAgents Minimum agent count if entered (see the next section)

Note: The formula uses whichever is larger, AgentsAvailable or MinimumAgents.

Example: in aqueue with 10 available agents and an estimated average call length of 300
seconds, with MinWaitTime of 60, the expected wait time for thefifth caller in the queue would
be:

6+ 60+ 300* (4/10) = 186 seconds (about 3 minutes).

Thiscalculation ismost reliable in acall center with many agents and short calls, and in which
agents take calls from only one queue at atime. Though you can improve the estimate (see the
next section), you should consider not using expected wait time if your call center hasvery few
agents and long calls, or if most of your agents work in multiple queues at once.
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Improving the expected wait time estimate

Y ou can improve the expected wait time estimate, and make queue behavior based on it
smoother. To do so:

1. Choosethe Distribution \ Expected Wait Time tab in the Queue dialog box.

Sales Queue - Queue [ %]

Category Distribution % Expected Wait Time

" Queue Minimum agent count: I‘I

A

‘... Permissions Estimated average call length: ISDD seconds

E‘ iatribution Minirnum wait time: IBD seconds

H aller Pricrity

verflow Agents

2. Enter the following parameters:

= Minimum agent count. If you enter aminimum agent count, the expected wait time
estimate will never be based on fewer available agents than this number, even if
there are in fact fewer available agents. A minimum agent count makes the
calculation more accurate over brief dropsin agent availability.

For example, if the queueisredirecting calls based on expected wait time, it can be
vulnerable to agents taking short breaks or a general shift changeover. With fewer
available agents, even for amoment, the expected wait time rises and incoming
calls may be redirected when there would have been agents available in afew
minutes to take them. Entering a minimum agent count overcomes that problem.

m Estimated average call length. This number is crucia to the accuracy of the
expected wait time calculation. Enter the average length of acall in this queue, in
seconds. Include only thetalk time plus wrap-up time, not the wait time. To get the
best estimate, use the Queue Monitor’s Avg. Talk Time statistic at the end of a
period or shift (see “The Queue Statistics pane” on page 5-8), and the Activity
History by Queue report (see “ Activity History by Queue worksheet totals’ on
page 7-20). Moreimportantly, base the number on your overall experiencewith the
queue.

If you have agents who work in multiple queues, make this number higher to
account for thetimethey spendin callsfrom other queues. In general you can adjust
this number to correct for expected wait time inaccuracies. See the next section.

= Minimum wait time. If you enter aminimum wait time, the cal cul ated expected wait
time will never be less than this number, even when it otherwise would have been.
Using a minimum wait time can avoid inaccurate results for the first callersinto a
gueue. Note that if an agent isready when acall entersthe queue, the expected wait
timeis ill 0 and the call is sent immediately to that agent.

3. Click OK to save the queue as you have defined it so far or go to the next section.
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Correcting expected wait time inaccuracies

Various factors may cause the expected wait time cal culation to consistently be too high or too
low. For example, agents working in multiple queues at once can cause it to be too low.

You can easily adjust the expected wait time result by adjusting the Estimated average call
length number (see the previous section). Raising this number makes the expected wait time
result higher; lowering it makes the result lower.

Y ou can aso adjust the 6 seconds that is added to the expected wait time (displayed at the
beginning of the expected wait time cal culation on page 2-29). To do so, add the following

registry key:
HKEY LOCAL MACHINE\SOFTWARE\Artisoft\Televantage\Server\Settings\ExpWaitRingCycleLength
Specify the added time in milliseconds.

Announcing expected wait time in minutes and seconds

By default, the expected wait time prompt announces the wait time in minutes only. To have
Strata CS announce the expected wait time in minutes and seconds, add the following registry
key to the Strata CS Server and set it to 1:

HKeyLocalMachine\Software\Artisoft\TeleVantage\Server\Settings\PlayInSeconds

Configuring the queue to redirect calls

Y ou can define how incoming calls to the queue are handled in the following situations:

= When the queue is too busy (next section)
m When acall exceeds the maximum wait time (page 2-33)
= When the queueis closed (page 2-34)

Note: You can follow how many calls a queue is redirecting using the Redirection statistic in the
Queue Monitor. See “The Queue Statistics pane” on page 5-8.

Defining how calls are redirected when the queue is too busy

Y ou can have the queue automatically divert new calls out of the queue when the queue hits a
certain level of traffic that you define. For example, if the expected wait time is longer than 30
minutes, you can play a message to callerstelling them that the queue is currently too busy to
accept new calls, then transfer them to another destination such as voice mail or your auto
attendant.
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To define redirect options when the queue is too busy
Click the Redirection \ Queue Too Busy tab of the Queue dialog box.

1.

Sales Queue - Queue [ %]
Category Redirection A Queue Too Busy

- Hueue ¥ Redirect new callers if queue is too busy
= rits

Permnizsions W If the number of waiting callers would excesd |2D
B D:Istribution I~ If the expected wait time iz more than ISDD seconds
- Caller Pricrity . .
o Overflaw Agents [~ If the number of queued callers exceed |2 times the available agents
i Evpected Wait Time
B FEedirec:tiDn [~ Play this prompt before redirection:

Moot T 23 g I
|

‘o Quewe Clozed

[#-Haold
B-Yoice Mail Perform this action:
- Caller Entry
..Diakby-name Directory = Transfer the call to: IDperator [ 0] j
- Security & Sendto voice mail. | Sales Queus (x 200 hd
G- Audio - ! . =
- Recording " Hangup
[#]- Statigtics
Cancel | Help |

To have the queue redirect calls when it becomes too busy, check Redirect callers if
queue is too busy. If thisfield isunchecked, all incoming calls enter the queue
regardless of how busy itis.

To define the “too busy” threshold at which the queue beginsto redirect new calls,
choose any combination of the following options. New calls are redirected if any of
the checked thresholds are met.

If the number of waiting callers would exceed __. Check this option to redirect
new callsif they would cause the number of callsin the queueto exceed the number
you enter. Callsin the queue include those connected with agents as well as those
waiting.

If the expected wait time is more than __ seconds. Check this option to redirect
calls when the expected wait time meets or exceeds the number of seconds you
enter. For information on how the expected wait time is calculated and how to
improve its accuracy, see “Configuring expected wait time” on page 2-29.

If the number of queued callers exceeds __times the number of available
agents. Check this option to redirect calls when the number of callswaiting in the
gueue is greater than the number of available agents by the factor you enter. For
example, if you enter 2 then redirection begins when there are twice as many calls
waiting in the queue as available agents. Available agents are signed-in agentsin
the personal status Available or Available (Queue Only).

To play amessage to callers who are about to be redirected, check Play this prompt
before redirection. Use the audio controls to record or import the message.
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5. Todefinehow callsareredirected, choose one of the following optionsunder Perform

this action:

m Transfer the call to. Redirected calls are transferred to the extension you select.

= Send to voice mail. Redirected callsaretransferred directly to the voice mail of the

extension you select.

Note:If you chose to play a redirection message in step 4, the caller will hear the

redirection message followed by the voice mail greeting. You can use the

combination to create full messages. For example, the redirection message can say
“I'm sorry, we're temporarily closed,” and the voice mail greeting can add, “Please

leave a message.”

m Hangup. Redirected calls are disconnected.

6. Click OK to save the Queue as you have defined it so far or go to the next section.

Defining a maximum wait time

Y ou can haveindividual s calls automatically redirected when they have waited on the queue for

alength of time that you define.

1. Choose Maximum wait time from the Settings for drop-down list.
|
. F-Queue v Redirect callers when they have waited tao long
Y
??S:rmissions I aximunn wait time: I‘ISDD seconds
EI Distribution
-~ Caller Priarity I~ Play this prompt before redirection:
- Overflow Agents '
5----Expected Wwait Time LILILI _Llll /
[=I- Redirection |
- Bueue Too Busy
- Masimum ‘/ait Time Perform this action:
- Bueue Closed & Transfer the call to: IDperator [« j
[#-Haold
- Waoice Mai " Send to voice mail: IDperator [+ 0] j
- Caller Entry o
- Dial-by-name Directory S
2. Toredirect callsthat meet the maximum wait time, check Redirect callers when they
have waited too long. If unchecked, the maximum wait time has no effect.
Enter the maximum wait time in Maximum wait time.
To play amessage to callers who are about to redirected, check Play this prompt
before redirection. Use the audio controls to record or import the message.
5. Todefine how calls are redirected, choose an option under Perform this action:

m Transfer the call to. Redirected calls are transferred to the extension you select.

m Send to voice mail. Redirected callsaretransferred directly to the voice mail of the
extension you select.
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m Hangup. Redirected calls are disconnected.

6. Click OK to save the Queue as you have defined it so far or go to the next section.

Defining how calls are redirected when the queue is closed

This section describes how to redirect incoming calls when the queue is closed. To close the
queue, use the Queue is closed checkbox on the Distribution tab (see “ Closing the queue” on
page 2-20). Y ou can also have the queue close automatically whenever there are no agents
signed in, as described in the following steps.

1. Click the Redirection \ Queue Closed tab of the Queue dia og box.

Sales Queue - Queue [ ]

- Queue ¥ Close queue if no agents are signed in

-Agents
- Permigsions [~ Play this prompt before redirection:
|- Distribution
: % }
-Caller Priority LILILI _Ill 4
|

-Owerflow Agents
-Expected ‘Wait Time
-Redirection Perfarm this action:
- Queue Too Busy

- M awirnum ' ait Time
-Hueue Clozed * Send to yoice mail ISaIes Gueue [ 300]
[+ Hold

Bl Vaice Mai L

= Transfer the call to: IDperator [+ 0]

Lef L4l

2. To have the queue close automatically when no agents are signed in, check Close
queue if no agents are signed in.

Note: Agents On Break will not cause the queue to close. For the queue to close, all
agents must be either signed out, or in a personal status other than Available, Available
(Queue Only), and On Break.

If the queue closesfor thisreason, it will reopen automatically when an agent signsin.
Y ou can also reopen it manually by unchecking this field.

Note: This field does not affect the Queue is closed checkbox on the Distribution tab.
For example, if that field is checked the queue remains closed regardless of how many
agents are signed in or out.

3. Toplay amessage to callers who are about to redirected, check Play this prompt
before redirection. Use the audio controls to record or import the message.

4. Todefine how calls are redirected, choose an option under Perform this action:
m Transfer the call to. Redirected calls are transferred to the extension you select.

= Send to voice mail. Redirected callsaretransferred directly to the voice mail of the
extension you select.

m Hangup. Redirected calls are disconnected.

5. Click OK to save the Queue as you have defined it so far or go to the next section.
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Setting up the caller’s hold experience

Y ou can configure the following aspects of the caller’ s experience while waiting on the queue:

m Setting up hold music
= Configuring hold and park ringback
= Offering the caller options while waiting on the queue

= Creating Hold prompts

Setting up hold music

By default, callers waiting on this queue hear the hold music that you have specified for the
system asawhole (see Srata CS Administrator Manual). Optionally, you can have each queue
play hold music from a different music-on-hold device. To do so:

1. Click theHold tab of the Queue dialog box.

2. Check Change hold music to and select amusic-on-hold source from the drop-down
list. See Srata CS Administrator Manual for instructions on adding music-on-hold
sources.

If unchecked, callers hear the system hold music while they are waiting.

3. Click OK to save the Queue as you have defined it so far or go to the next section.

Configuring hold and park ringback

If an agent placesaqueuecall on hold or parksit, you can have Strata CS automatically ring the
agent’ s phone after a certain amount of time to reconnect him or her with the call. To do so:

1. Click theHold tab of the Queue dialog box.

2. Check Ring back if an agent leaves a call on hold or parked for over __seconds,
and enter the number of seconds before ringback occurs.

3. Click OK to save the Queue as you have defined it so far or go to the next section.

Offering the caller options while waiting on the queue

Y ou can give waiting callers the ability to redirect themselves out of the queue to another
extension or voice mail. To do so:

1. Click theHold\ Specia Keystab of the Queue dialog box.

2. Under Special keys, check any of the following optionsto offer them to waiting
calers:

m Leave voice-mail key. Callers can press akey to stop waiting and be transferred to
the queue’ s voice mailbox. Select the key that you want callers to press.

m Transfer out of queue key. Callers can transfer out of the queue to a destination
you define. This destination can be asupervisor’ svoice mailbox, an auto attendant,
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another queue, or any other extension. Select the key that you want callersto press
and then select the transfer destination under The caller will be transferred to.

Note: If you offer callers these options, you should mention them in your queue’s
Welcome prompt or in a Hold prompt.

3. UsetheKeys are only active while prompts are playing check box to determine
when the special keys are active. Limiting their availability to while prompts are
playing conserves voice resources on your system.

If checked, the special keysare active only while Hold prompts are playing. If acaller
presses specia keys between prompts, for example, during hold music, the system
does not respond. If checked, a voice resourceis allocated to awaiting caller only
while a prompt plays for that caller. Because prompts play to different callers at
different times, only afew voice resources are needed to support severa waiting
calers.

Note: If you check this box, be sure to record a few seconds of silence at the end of
each prompt so that callers have enough time to press the keys before the keys become
inactive. See “Creating Hold prompts” on page 2-36.

If unchecked, the special keys are active at all times, even during hold music and
silence. The system allocates one voice resource to each waiting caller for the entire
wait time, and callers can press the special keys at any time.

For moreinformation about voice resources, see Appendix A of Srata CSlnstallation
& Maintenance Manual.

4. Click OK to save the Queue as you have defined it so far or go to the next section.

Creating Hold prompts

Y ou can make one or more recordingsfor callersto hear while waiting, for example, to reassure
them that they are still in the queue. Y ou can choose to have aHold prompt play only once, play
on arepeating basis, or play only when a certain condition has been met. A Hold prompt might
say, “Your cal isvery important to us. Please wait for the next available representative.”

Hold prompts are listed on the Hold tab under Hold prompts. They arelisted in the order that

they play to callers. While the caller iswaiting, Strata CS plays the Hold prompts from the top
to the bottom of the list—with customizable pauses between them—and then repeats the cycle,
starting at the top again. The cycle of Hold prompts repeats aslong asthe caller remainswaiting.

Y ou can choose whether aHold prompt is part of the repeat cycle or whether it is played to the
caler only once. If it is played only once, Strata CS playsit the first time through the cycle and
then skipsit on subsequent cycles.

Note: If the system hardware has no voice resources available when a prompt would normally
play to a caller, the prompt is delayed slightly until a voice resource becomes available. An entry
appears in the Windows® Event Log if this occurs (see Strata CS Administrator Manual).

For instructions on recording a Welcome prompt, which plays callers once when they first enter
the queue, see “Creating a Welcome prompt for the queue” on page 2-46.
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To create a Hold prompt

1.

Click the Hold \ Prompts tab in the Queue dialog box. The tab shows existing Hold
prompts in the order that they play to the caller.

Click Add. The Hold Prompt dialog box opens.

— General
Frompt name: |E0ntinue haolding
Seconds before this prompt: IBD
¥ Play this prompt every repeat cycle
— Play thiz audio
{* Prompt: “r'our call iz important to us. Please hold and an agent ;I
will be with you shortly.
E
o| >|l| 5¢| ‘| J—
(" Sentence: IQueue length j
[ Use the fallowing condition
Condition wariable: IExpected wait trne j ),(_l
Minirum variable or value: I j ),(_l
b aximum wariable or walue: I j ),(_l
Cancel | Help |

Under General, enter the following information about the Hold prompt:

m Prompt name. A descriptive name for the prompt.

Seconds before this prompt. The amount of time between the end of the previous
prompt and the playing of this prompt. If you set thisto O, callerswill not hear hold
music before this prompt, even if it isthe first prompt.

Play this prompt every repeat cycle. Check to have this prompt play every time
in the repeat cycle. Uncheck to have the prompt play only once. If unchecked, the
prompt will play only the first time through the cycle (unlessit is a conditional
prompt that does not play at all because the required condition has not been met).

Under Play this audio, choose one of the following options for the Hold prompt
recording:

m Prompt. Record the Hold prompt yourself using the audio controls. See Srata CS

Administrator Manual for instructions. Enter the text of the prompt or adescription
inthetext field.

Note:If you are offering special-key options in this queue, with the special keys
active only during prompts, then you should record a few seconds of silence at the
end of each Hold prompt to give callers time to press the special keys before they
become inactive. See “Offering the caller options while waiting on the queue” on
page 2-35.

CHAPTER 2. CREATING A CALL CENTER QUEUE

2-37



m Sentence: Queue length. Choose this option to play the prerecorded message:
“Thereare <number> callerswaiting ahead of you,” where <number> isthe number
of callersthat Strata CS detects are ahead of acaller in the queue. If thereisno one
ahead of the caller in the queue, the message changesto: “ Y our call will be handled
by the next available agent.”

= Sentence: Wait time. Choose this option to play the prerecorded message: “ The
expected wait time is <number> minutes’” where <number> is the number of
minutes that Strata CS estimates will elapse before the call is answered. For
information on how Strata CS cal cul ates this number, and how to make it more
accurate, see “ Configuring expected wait time” on page 2-29.

Note:You can have the expected wait time announce minutes and seconds instead
of just minutes. See “Announcing expected wait time in minutes and seconds” on
page 2-31.

Optionally, select or create a condition under which this Hold prompt plays. See the
next section, “ Creating conditional Hold prompts.”
Click OK to add the Hold prompt to the list on the Hold \ Prompts tab.

Click OK to save the queue as defined so far or go to the next section.

Creating conditional Hold prompts

Y ou can create Hold prompts that play only when a certain condition ismet. For example, if the
estimated wait time on the queue is 10 minutes or longer, you could play a prompt that says,
“Weare currently experiencing aheavy volume of calls. We recommend that you call back later
or leave a voice message.”

Conditional Hold prompts can either repeat in the repeat cycle or play only once. If they repet,
the condition is checked each time through the cycle. For example, a prompt that played when
the estimated wait time was over 10 minutes would repeat until the wait time dropped below 10
minutes and then stop playing.

To create a conditional Hold prompt

1.

OntheHold\ Promptstabin the Queuedial og box, click Add. The Hold prompt dialog
box opens.

Enter the general information and create the audio for the Hold prompt as shownin the
previous section.

Check Use the following condition.

From the Condition variable drop-down list, select the custom data variable whose
value the system will use to determine if the prompt plays.

Strata CS comes with two predefined custom data variablesto be used as Hold prompt
conditions:

= Number of people ahead. Returns the number of waiting callers who entered the
gueue before this one.
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m Expected Wait Time. Returns the estimated number of seconds until the call is
answered. For information on how Strata CS cal cul ates this number, and how to
make it more accurate, see “ Configuring expected wait time” on page 2-29.

Y ou can also create your own condition variable by clicking g next to the Condition
variable field. See the next section, “Using custom data variablesto play conditional
Hold prompts.”

5. InMinimum variable or value and Maximum variable or value, enter the minimum
and maximum va uesthat will cause the prompt to play. The prompt playsif the value
is>= the minimum and <= the maximum.

For example, to play the prompt when the expected wait time is 10 minutes or more,
select Expected wait time and set Minimum variable or value to 600 (600
seconds=10 minutes). If you are using a custom variable of Account Number (see the
examplein the next section), you could set the prompt to play for callerswith a
Account Number value within a specific range.

6. Click OK.

Using custom data variables to play conditional Hold prompts

Whatever variable you select in the Condition variable field of the Hold prompt dialog box is
the one whose value is used to determine whether the prompt plays. Y ou can create your own
custom data variables and use them to trigger Hold prompts. For instructions on creating a
custom data variable, see “ Creating a custom data variable” on page 2-53.

Example: By creating avariable called Account Number, you can play aHold prompt only for
certain customers, such as your newest customers. First, you prompt callersto enter their
account numbers, which you store in the Account Number variable (see “ Setting up caller data
entry” on page 2-42). Then you create a conditional Hold prompt that plays only if Account
Number iswithin a certain range. A range of 1000 to 2000 might represent your newest
customers, and you could specify that range for your Hold prompt, which would play only for
your newest customers.

Note: Text variables are sorted alphabetically and so can have a “range,” for example A-E. A
range of A-E means that the Hold prompt will play if the variable value begins with an A, B, C, D,
or E.

Y ou can also use auto attendant menu choices and 1VR Plug-ins to pass custom variablesto a
gueue and use those variables as Hold prompt condition variables. See “Using IVR Plug-ins
with acall center queue” on page 2-52. For more information, see Srata CS Administrator
Manual.
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Setting up the queue’s voice mailbox

The queue has its own voice mailbox and can receive voice messages if you give callersthe
option of leaving voice mail (see“Configuring call distribution” on page 2-18).

With the proper permissions, agents can see the queue’ s voice mailbox (in addition to their own
mailboxes) using ViewPoint’s Voice Mail folders. See User Guide for ViewPoint for
instructions. Users can a so log on to the queue’ s account over the phone by using the telephone
commands.

Note: To access the queue’s voice mailbox, agents must have the Access queue mailbox
privilege. See “Agent permissions” on page 2-14.

If you do not want queue callers to leave voice mail, uncheck Leave voice-mail key on the
Hold \ Special Keystab (see “ Offering the caller options while waiting on the queue’ on

page 2-35), and remove any instructionsfor leaving voice mail from your prompts. Notethat the
queue might still receive messagesif internal callers send messagesto it.

Setting mailbox size and maximum message length
To define size limits for the voice mailbox and individual voice messages, do the following:

1. Click the Voice Mail tab of the Queue dialog box.

2. Enter the maximum amount of voice message minutes that the queue’ s mailbox can
hold in Maximum size of mailbox (minutes). A minute of voice recording occupies
roughly .5 MB of disk space. If the voice mailbox isfull, it cannot accept new voice
messages. The maximum size is 999,999 minutes.

Note: If you expect to keep thousands of voice messages in the queue’s mailbox you
should configure Strata CS to automatically archive the recordings in the queue
mailbox, and use the Archived Recording Browser instead of ViewPoint to manage and
listen to the recordings. See Chapter 4 of Strata CS Administrator Manual for
instructions on archiving recordings, and Appendix E of User Guide for ViewPoint for
instructions on using the Archived Recording Browser.

3. Enter the maximum length in seconds for any voice message in Maximum message
length (seconds). When a voice message reaches the maximum, it is cut off and the
caller hears the message option prompts.

4. Click OK to save the queue as defined so far or go to the next section.

Note: Zero is not an acceptable size for the mailbox or maximum message length. To
discourage messages, uncheck Leave voice-mail key on the Hold tab (see “Offering the caller
options while waiting on hold” on page 2-39), and remove any instructions for leaving voice mail
from your prompts.
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Synchronizing with Microsoft Exchange server

To enable synchronization of the queug’ s voice messages with the corresponding e-mail
notifications in Microsoft® Exchange, do the following:

1. Click the Voice Mail tab of the Queue dialog box.

2. Check Synchronize with Exchange server mailbox. If this control isdisabled, you
must first set up Exchange server notification (see Srata CS Administrator Manual).

3. Enter the name of the queue’ s Exchange server mailbox. Y ou can obtain this name
from Microsoft Exchange.

Note: Exchange server mailboxes should not be confused with the e-mail address

supplied when setting up e-mail notification for the queue (see “Setting up voice mail
notifications” on page 2-41). One of the e-mail addresses specified for the queue for
e-mail notification must route e-mail to the Exchange server mailbox that you specify
here.

4. Click OK to save the queue as defined so far or go to the next section.

For more information about synchronization with Microsoft Exchange, see Srata CS
Administrator Manual.

Setting up voice mail notifications

Strata CS can automatically notify you by e-mail, pager, or call whenever the queue receives a
new voice message. Click the Voice Mail \ Notification tabs to set up notification of new queue
voice messages. The feature isidentical to the notification feature for users (see Srata CS
Administrator Manual or User Guide for ViewPoint).
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Setting up caller data entry

Y ou can set up the queue to prompt calers to enter data by using the keys on their telephones.
Dataentry prompts play immediately after the Welcome prompt. Y ou can, for example, prompt
callersto enter their customer identification numbers. The datais stored in a custom data
variable that you define. The data accompanies the call, and you can then use the data in the
following ways:

= Asacondition for aHold prompt to play. See “Using custom data variables to play
conditional Hold prompts’ on page 2-39.

= Asacolumn displayed in agents' Call Monitors.

Y ou can create as many data entry prompts as you want. They play in the order that they are
listed on the Entry tab of the Queue dialog box. To move adata entry prompt up or down in the
list, click the arrows to the right of the list.

- Queue [Name | i|
--A.ger?ts . Customer D
istribution

-- Redirection
- Hold

Account Number

To prompt the caller to enter data
1. Click the Caler Entry tab in the Queue dialog box.
2. Click Add. The Queue Entry dialog box opens.

Mumber entry | Walidation I

Mame: |Eust0mer 10 rumber

Frampt that explains the digits to enter:

Fleaze enter your customer 1D number followed by the pound key. ;I

|

JBEISRIL

[ Mot connected to recard, press to connect

[~ Teminate after an exact number of digits: |D

[~ The following digit will terminate input: Itt j

Mumber of geconds allowed for input: |5

b aximum number of seconds between digits: |2

Store digits in custom variable: ISaIes Pricrity vl x_l

Cancel | Help |

3. InName, enter aname for the data that you are collecting.
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4. Under Prompt that explains the digits to enter, type the text of the prompt or a
description of it.

5. Usetheaudio controlsto record the prompt that tellsthe caller to enter data. See Srata
CSAdministrator Manual for instructions. For example, “Please enter your customer
ID number followed by the pound key. If you don’'t have a customer ID number, just
press the pound key.”

Note: While callers are entering data, they can press * and they will return to the
previous data entry prompt. If callers press * during the first data entry prompt, they can
choose to end the call or stay on the line. If they choose to stay on the line, they are
transferred either to the auto attendant (if they started there) or to the queue operator
(if they dialed the queue directly). You can optionally describe these options in your data
entry prompts.

6. Specify the following optional information about the data entry:

m Terminate after an exact number of digits. If the data must be an exact length,
check this box and enter the number of digits.

m The following digit will terminate input. To speed up data entry, check this box
and select akey for callersto press when they have finished entering digits. The
terminate key isusually #. Be sureto mention thiskey in the prompt that you record.
If you do not specify aterminate key, Strata CS assumes the data is complete
whenever the caller exceeds the Maximum number of seconds between digits
setting.

= Number of seconds allowed for input. Specify thelength of timewithinwhichthe
caller can enter the data. If the caller does not complete data entry within that time,
Strata CS attempts to validate the data. If you are not validating the data (see
“Validating caller data’ on page 2-44), the call proceedsinto the queue without any
data.

m Maximum number of seconds between digits. Specify how long callers can
pause while entering digits. If the caller exceedsthat pause, Strata CS assumes that
the data entry is complete.

7. IntheStore digits in custom variable drop-down list, select the custom variable that
will hold the data entered by callers. To create a new custom variable, click 3z next
to thelist (for instructions see “ Creating a custom data variable” on page 2-53).

Click OK to return to the Entry tab in the Queue dialog box.

Click OK to save the queue as defined so far or go to the next section.
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Validating caller data

The queue can validate the data or accept it exactly as the caller entersit. When you validate
data, you are checking it for accuracy.

To set up validation for data entry
1. Click the Caller Entry tab in the Queue dialog box.

2. Click Add. The Queue Entry dialog box opens. Click the Validation tab in the Queue
Entry dialog box.

Untitled - Queue Entry
Mumber entry  Yalidation |

| Ask the caller to confirm the digits entered

Minimum number of digits: ID
M aximum number of retries: |3

 |v Walidate digits according to range

The minimum value allowed is: |1

The maximum value allowed is: |1 uli}

— After the masimum nurnber of retrie

(+ Continue
(" Hangup
(" Transfer to: IDperator[xU] j

Cancel | Help |

3. InMinimum number of digits, enter a number. The length of the data must be equal
to or greater than the number that will be validated. If the length of the dataislessthan
the number in thisfield, the caller will be prompted to enter the data again.

4. InMaximum number of retries, enter the maximum number of times the caller can

reject an entry and enter it again. For what happens to callers who fail the maximum
number of retries, see step 6.

5. Choose either or both of the following methods of validating data:

m Check Ask the caller to confirm the digits entered to have Strata CS repeat the
caller’sentry back to them and prompt the caller to confirm that the number is
correct. If the entry isincorrect, the caller can enter it again.

m Check Validate data according to range to compare the entry made to an
acceptablerange of values. To usethismethod, enter the minimum acceptablevalue
inThe minimum value allowed is, and enter the maximum acceptablevaluein The
maximum value allowed is. If the entry fallswithin the range, it is validated. If it
falls outside the range, the caller is prompted to enter it again.
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6. Choose how to handle callers whose data is not validated after a specific number of
attempts. Under After the maximum number of retries, choose one of the following
options:

= Continue. Continue with the next data entry prompt. If thisis the last data entry
prompt, place the caller on the queue without any data associated with the call.

m Hangup. Terminate the call.
m Transfer to. Select the destination to which the caller istransferred.
Click OK to return to the Entry tab in the Queue dialog box.
8. Click OK to save the queue as defined so far or go to the next section.
Note: If you need more validation or data entry options, use the Strata CS Call Classifier, which

can prompt callers for any numeric information, validate it based on any ODBC database, then
send the resulting profile information to the agent. See “Using the Call Classifier” on page 2-52.

Managing the queue’s security

Use the options on the Security tab of the Queue dialog box to protect the queue’ s account and
your Strata CS system from unauthorized access and toll fraud. For moreinformation about toll
fraud, see Appendix C of Srata CS Administrator Manual.

The following security options are available:

m Password never expires. If checked, the queue's password does not expire, although
you can always manually changeit or forceit to be changed. If unchecked, the password
may expire as determined by your system settings (see Srata CS Administrator
Manual).

Note: Checking this field is a security risk, as long-standing passwords are easier to
guess.

m Password must be changed on next logon. If checked, the system requires the
password to be changed the next time someonelogs on to the queue’ saccount, using any
workstation application or the telephone commands.

m Queueis locked out. If checked, the queue’ s account cannot log on to the system, even
with the correct username and password. Depending on your system settings, lockout
can occur automatically if someone repeatedly tried and failed to log on to the account.
Uncheck the field to unlock the account and permit normal logging on.
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Managing the queue’s audio recordings

In addition to Hold prompts (see“ Creating Hold prompts” on page 2-36), you can configure and
record the following audio messages for the queue:

m Telephone prompts. Y ou can choose the language in which the system’ s telephone
prompts play for callersto the queue.

= Voice Title. A queue can have avoicetitle like auser, arecording of itsnamethat Strata
CSplaysto callers during transfers and other operations.

= Welcome prompt. A Welcome prompt isamessage played onceto all callerswhen they
first reach the queue.

m Greetings. You can record greetings for the queue’ s voice mailbox.

Choosing the language for the queue’s telephone prompts
1. Click the Audio tab of the Queue dialog box.

2. Fromthe Telephone prompts drop-down list, choose the language in which the
telephone prompts play to callers to the queue. The list shows the languages that you
have installed with Strata CS. For information about installing new languages, see
Srata CSinstallation & Maintenance Manual.

3. Click OK to save the queue as defined so far or go to the next section.

Recording a voice title for the queue
1. Click the Audio\ Voice Titletab of the Queue diaog box.

2. Usetheaudio controlsto record the voice title. See Srata CS Administrator Manual
for instructions. The voice title should be a short recording of only the queue’ s name.

3. Click OK to save the queue as defined so far or go to the next section.

Creating a Welcome prompt for the queue

Callers hear the Welcome prompt once when they reach the queue. It might say, “ Thank you for
calling Julep technical support. Please hold. The next available agent will be with you shortly.”

To record a Welcome prompt for the queue
1. Click the Audio\ Welcome Prompt tab of the Queue dialog box.
2. Typethetext of the prompt or adescription of it.

3. Record the Welcome prompt using the audio controls. See Srata CS Administrator
Manual for instructions.

4. Click OK to save the queue as you have defined it so far or go to the next section.
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Warning callers that their calls may be recorded

InsomeU.S. statesit isillegal to record acall without notifying the caller. Strata CS providesa
professionally-recorded prompt, MayBeMonitored. vox, that you can import as a Welcome
prompt. It says, “ Y our call may be monitored or recorded.” By default the prompt isin the
following location:

C:\Program Files\Strata CS Server\vfiles\EN00\MayBeMonitored.Vox

Y ou can aso include a beep on calls that are being recorded. See Chapter 4 of Srata CS
Administrator Manual.

Creating voice-mail greetings for the queue

Y ou can create and store as many different voice-mail greetings asyou want, and you can easily
change the active greeting, which isthe one played to callers who reach the queue’ s voice mail.
The greetings appear on the Audio \ Greetings tab of the Queue dialog box. The active greeting
appearsin bold.

Enabling callers to leave a callback phone number

While leaving voice mail, callers can press 7 and then enter a phone number at which an agent
can call them back. If callers use thisfeature, agents can call them back quickly by selecting the
message in any Voice Messages folder and choosing Speed Dial. This method of getting
callback numbers is often a better alternative to asking callersto record their own phone
numbers on the voice message.

If youwant callersto enter acallback phone number, record instructionsfor how to do soinyour
voice-mail greeting. For example, your greeting might say, “We' re sorry no one was available
totakeyour call. Toleave amessage and have an agent call you back, press7." Callerscan press
7 during your greeting, while recording their message, or after recording their message.

Note: Entering a callback number while recording the message ends the message. However,
the caller can then add more to the message by pressing 4.

To create a voice-mail greeting
1. Click the Audio\ Greetings tab of the Queue dialog box.
2. Click Add. The Greeting dialog box opens.

£ Untitled - Greeting =]
Narne: IMain Greeting D ate recorded: I

Contents: | Thank you for calling Julep technical support. Please hold, and a ;I
representative will be available to take your call shortly.

=
Audio
"
o| >|l|«|» P ‘l)
| Mot connected to recard, press to connect
Brevious | ezt | Cancel Help
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Automatically recording queue calls

8.

Under Name, enter a name for the greeting.
Under Contents, type the text of the greeting or a description of it.

Record the greeting using the audio controls. See Srata CSAdministrator Manual for
instructions.

Click OK to save the greeting, which will now appear in the list on the
Audio\ Greetings tab.

To make this greeting the active greeting, click Set Active on the Audio\ Greetings
tab.

Click OK to save the queue as you have defined it so far or go to the next section.

Setting a maximum size of greetings

In Maximum size of greetings (minutes) on the Audio \ Greetings tab, enter the maximum
number (in minutes) for all voice-mail greetings for the queue.

Y ou can have Strata CS automatically record a queue’ s calls on a periodic basis. The recorded
calls appear as new voice messages in the voice mailbox that you select. The system records
both inbound and outbound queue calls.

To automatically record all callsin the Strata CS system, queue or otherwise, use system call
recording as described in Srata CS Administrator Manual.

Notes

In some U.S. states, itis illegal to record a call without notifying the caller. If you are using
Strata CS in such a state, your queue’s Welcome prompt should inform callers that their
calls may be recorded. See “Warning callers that their calls may be recorded” on

page 2-47.

You can include a repeating beep on queue call recordings to indicate to the agent and
caller that the call is being recorded. See Chapter 4 of Strata CS Administrator Manual.

If you expect to keep thousands of voice messages in the queue's mailbox you should
configure Strata CS Call Center Administrator Guide to automatically archive the
recordings in the queue mailbox, and use the Archived Recording Browser instead of
ViewPoint to manage and listen to the recordings. See Chapter 4 of Administering Strata
CS Call Center Administrator Guide for instructions on archiving recordings, and
Appendix E of Using Strata CS Call Center Administrator Guide for instructions on using
the Archived Recording Browser.

To record a queue’s calls

1.
2.
3.

Click the Recording tab of the Queue dialog box.
Check Automatically record queue calls.

InRecord 1 call out of every, enter anumber. Enter 1 to record every call, 2 to record
every other call, 3 to record every third call, and so on.
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4. FromtheRecording direction drop-down list, select whether to record inbound calls
only, outbound callsonly, or both. Selecting both meansthat you get onerecording per
n callsregardless of the calls direction.

5. Fromthe Send queue call recordings to drop-down list, select the mailbox that will
receive the call recordings as new voice messages.

6. FromtheWhen mailbox is full drop-down list, select what happensif the destination
mailbox is full when Strata CS attempts to store a new recorded message there:

m Discard new call recording. Strata CS deletes the new call recording instead of
storing it.

m Delete oldest call recording. Strata CS deletes the oldest call recording in the
mailbox to make room for the new recording. Only call recordings can be deleted
by this method. V oice messages are never deleted this way.

7. Click OK to save the queue as you have defined it so far or go to the next section.

Y ou can aso automatically record an individual agent’scalls. See “ Automatically recording an
agent’s calls’ on page 2-13.

Collecting queue statistics

Strata CS call centersrecord awide variety of statisticsthat measure caller experience and agent
effectiveness. Agents with the required permission can view real-time queue statistics by using
ViewPoint’s Queue Monitor folder. See “Monitoring queue statistics’ on page 5-3.

In the Strata CS Administrator, you can set the following options for how statistics are
displayed:

= The tatistics period

m Shifts

Both are used for display purposes only, to compare previous with current performance. The
Queue Monitor displays statistics for the previous period and current period, and for the
previous shift and current shift.

Defining the statistics period

Click the Statistics tab of the Queue dialog box and use the Statistics period drop-down list to
select how often the statistics period changes. The statistics period defines alength of time that
you use to compare performance throughout the day. For example, if you set the statistics period
to one hour, the Queue Monitor displaystotals for the previous hour and the current hour.
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Setting up a menu choice for a queue

Configuring shifts

ViewPoint shows agent statistics by shift. It shows queue statistics for the current shift and the
previous shift. These shifts are arbitrary divisions of the workday that you define for the sole
purpose of grouping statistics for display. For example, you can break the workday into a
morning shift and an afternoon shift. During the afternoon you can then view the statistics for
the ongoing afternoon shift and compare them to the statistics for the morning shift.

Defining shiftsisunrel ated to scheduling agent work periods, which is something you do outside
of Strata CS. It can be helpful to define your shifts that govern statistics display so that they
match your company’s actual work schedules, but it is not required.

To break the workday into shifts for statistics display
1. Click the Statistics\ Shifts tab of the Queue dialog box.
2. Click Add. The Shift dialog box opens.

Start time: [6:00 &m
End time: [12:00 PM

QK I Cancel | Help |

3. Enter the beginning time and end time of the shift in Start time and End time.

Note: The duration of a shift must be greater than the statistics period of the queue.

Click OK.

Repeat to add as many shifts per day as you want.

When you are done adding shifts, click OK to close the Queue dialog box.
Note: Itis recommended that you configure one shift to begin on the same minute that another
one leaves off, for example a 9:00 AM - 12:00 PM shift followed by a 12:00 PM - 5:00 PM shift. If

you leave a gap between shifts, calls that begin and end in the gap will not be included in the
Queue Monitor totals.

When your queueis ready to be used by the public, you can create amenu choice that transfers
callersto the queue from your company’ s main auto attendant. For example, your menu choice
could be, “For sales, press 2."

Y ou can aso give the queue afull phone number, so that callers can didl it directly. To do so,
giveit aDID number on the General tab (see “Entering general information about a queue” on
page 2-7). Y our phone lines must support DID to use this option. Y ou can aso direct atrunk
line to the queue (see Srata CS Administrator Manual).
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To set up a menu choice in an auto attendant for a queue

1. Inthe Administrator, open the Auto Attendants view and double-click the auto
attendant that you want to use to offer the queueto callers. The Auto Attendant dialog
box opens.

If you have multiple auto attendants, perform these steps for each one on which you
want to offer callers the choice of transferring to the queue.

Click the Menu Choices tab.
Click Add. The Edit Menu Choice dialog box opens.

Edit Menu Choice

General | Advanced I

— Brompt to offer this menu choice:

For the Sales department, press 2

. | » | ] | mkl 1
| Mot connected to recard, press to connect

— when caller presses: |2 vl
Perform action: ITransfer to Husue vl

Special Promo
Technical Support

[ |

4. Record the prompt that you want callers to hear as part of your main menu, for
example, “For the Sales department, press 2.”

5. FromtheWhen Caller Presses drop-down list, select the key that you want callersto
press to be transferred to the queue.

6. Do one of the following in the Perform Action drop-down list:
m Select Transfer to Queue and select the queue to which you want to transfer callers.

= If you areusing a utility user to transfer callsto the queue, select Transfer to user
and select the utility user. See Chapter 3 for instructions on using a utility user.

Click OK in the Edit Menu Choice dialog box.
Click OK in the Auto Attendant dialog box.
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Using IVR Plug-ins with a call center queue

An IVR Plug-in is a custom application that acts as an extension on the Strata CS system. You
can use an IVR Plug-in to answer incoming calls to a call center queue. Y ou also can capture
caller information such as customer 1D, address, and so forth by using an VR Plug-in. Y ou can
then pass that information to the queue in the form of custom variables. The queue can use that
information in the following ways:

m Theinformation can be presented to agentsin their Call Monitor folders.
= You can passcall priority to the queue. See “ Setting up caller priority” on page 2-21.

m You can create conditional Hold promptsthat play based on theinformation. See“Using
custom data variables to play conditiona Hold prompts’ on page 2-39.

Passing information from an IVR Plug-in to a queue

Strata CS passesinformation from an VR Plug-in to aqueue by means of custom variables. As
long asthe samevariable existsin both the VR Plug-in and the Strata CS queue, theinformation
isautomatically passed to the queue from the IVR Plug-in.

To pass information from an IVR Plug-in to a queue

1. Createan VR Plug-in that answers calls to the queue and then passes them to the
queue.

For instructions, see Srata CS SDK and API Programming Guide, available asa PDF
file, TvSDK.pdf. The default location of thefileisC:\Program Files\Strata CS
SDK\TvSDK.pdf on the Strata CS Server computer.

2. Createacustom variablein the VR Plug-in and set its value using the
SetCustomPartyData or GetCustomPartyData methods. Make a note of the custom
variable’ s name.

For instructions, see Srata CS SDK and APl Programming Guide.

3. Createacustom variablein the queuethat hasthe same name asthevariableinthe VR
Plug-in. When you type the name, match uppercase and lowercase |etters.

For instructions, see “ Creating a custom data variable” in the next section.

Using the Call Classifier

The Strata CS Call Classifier isapowerful Strata CS Add-on Solution that can greatly improve
the productivity of call centers. It connects with Strata CS asan IVR Plug-in and can identify
calers, intelligently route calls, and present call center agents with scripts and related caller
information before they answer the phone.

To display detailed caller information on agents’ screens, the Call Classifier can query any
ODBC-compliant database (for example, Microsoft Access, SQL Server, Excel, Oracle, etc.) or
the ThinkDirectMarketing Digital DATA service of more than 120 million North American
businesses and residences. In addition the Call Classifier can verify caller dataand route callers
to the optimal agent using custom business rules.

For moreinformation about the Call Classifier, see www.arti soft.com or contact your Strata CS
provider.
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Managing custom data variables

Custom data variables let you attach any kind of information to incoming calls. Each custom
data variable represents a different field of information—for example, caller priority—and the
value of that variable can be set individually for each incoming call—for example, each call can
have a different priority value.

Y ou can use custom data variables with a call center queue in the following ways:

m To determine whether a Hold prompt plays. See “ Creating conditional Hold prompts’
on page 2-38.

= Togivehigh-priority callerslesswait time. See“ Setting up caller priority” on page 2-21.

m To prompt calersto enter information that is then displayed to agents. See “ Setting up
caller dataentry” on page 2-42.

Creating a custom data variable
Use the following procedure to create a custom data variable for any of the above uses:

1. Choose Tools > System Settings. The System Settings dialog box opens.
2. Choosethe Call Data\ Custom Data tab. The tab shows any existing variables.

7 System Settings

Mame Data type | Default | System| Description

| v

Expected wait time Long 0 cted wait time

Mumber of people ahe: Long 1] The number of callers a
S alezPriority Laong 0 O

- Business Hours

[#-Licenses

- Dial-by-name Directory

- E-mail M atifications

H- Security

- Yoice Mail

- udio

+]- Call Log and Trunk Log

H- Internal Dialing —
- External Dialing 4| | _>|
+- Emergency

+|- Call Recording Add... |

i | FEPRTY LI —

I W= = e W e = 1

Edit.. | Delete |

Qg | Cancel | Help |

Note: Strata CS comes with two pre-defined custom data variables, Expected wait
time and Number of people ahead. For instructions on using them with conditional Hold
prompts, see “Creating conditional Hold prompts” on page 2-38.
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3. Click Add. The next Custom Data dialog box opens.

Mame: |F'ri0rity
Description: |Eust0mer Mumber
Drata type: I Lang j

Drefault value: |EDD

QK I Cancel | Help |

4. Enter the following information:

= Name. Enter the variable’sname. If you are using avariable that is passed from an
IVR Plug-in, be sure to spell the variable name correctly. Upper and lower case
letters are important.

m Description. Enter a description that helps you remember the purpose of the
variable.

m Data type. Choose one of the following:
m Long. Thevariable holds integer numbers only.
= Double. The variable can hold integer numbers or decimal point numbers.
m Boolean. The variable can hold the numbers 0 or 1 only.
m String. The variable holds text.

Note:If you are creating a custom data variable to set caller priority, select type
Long.

m Default value. The variable will be set to the value you enter for every caller that
enters the queue, if it has not received a value elsewhere.

5. Click OK. The variable appearsin thelist.
6. Click OK to close the System Settings dialog box.
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About using contacts and call rules with a queue

This chapter describes how to use contacts and call rules with a queue. This procedureis
optional—you can run acall center queue without using contacts and call rules.

For complete information about contacts and call rules, see User Guide for ViewPoint.

To use contacts and call rules with a queue, you create a utility user, which isadummy user
whose routing list contains only afinal action of transferring calls to the queue. The utility user
does not represent areal person. Its function isto receive queue cals, identify the callersif
possible, apply call rules when appropriate, and then transfer the calls to the queue for
distribution to agents. Callers are not aware of the utility user.

Benefits of using contacts with a queue

By setting up contactsfor the queuethat represent important customersor business contacts, you
can enjoy the following benefits:

= Strata CS can identify the queue’ s contacts when they call, so that calls appear in the
agents Call Monitors labelled with the contact’s name.

= All agentsin the queue can view the queue’s contactsin their Shared Folders lists and
place callsto them if necessary.

m After acall, an agent can update a contact’ s record with notes that all other agents can
see.

Benefits of applying call rules to queue calls

By applying call rulesto incoming queue calls, you can handle individual calls based upon the
caler and the time of day. For example, you can:

m Greet important customers with a special message before they enter the queue.Y ou can
record a Welcome message that gives callers a code for a specia discount, and you can
play the message only to favored customers.

m Change greetings and automatically transfer calls based upon the time of day. For
example, instead of using the manual Queue is closed field (see “ Closing the queug’
on page 2-20), you can use your Business Hours schedule to have the queue
automatically play a“We're closed” greeting and route calls to a voice mailbox when
your businessis closed. Y ou can use different schedules for different queues.

Y ou can use an auto attendant aswell asa utility user to play greetingsand transfer calls
based on time of day (see Srata CS Administrator Manual).
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Setting up a utility user for a queue

To set up autility user for aqueue, you must complete the following tasks, which are described
in detail in the next two proceduresin this section:

m Creating the utility user

m Editing the utility user’srouting list

Creating the utility user
Use the following procedure to create a utility user:

1.
2.

N o g &

10.
11.

12.

In the Administrator, choose File > New > User. The User dialog box opens.
Under Type, choose User.

Givethe user aLast Name that identifies the queue for anyone transferring calstoiit.
For example, “ Sales.” Userswho transfer callsto the queue will do so by transferring
them to this user.

Give the user an Extension and Password.
Givethe user a Station ID of 0. The utility user has no phone associated with it.
Click the Recordings tab.

Select No Mailbox. Voice messages for the queue will be stored in the queue' svoice
mailbox, so the utility user does not need one.

Under Voice title, use the audio controlsto record the queue’ s name, for example,
“Sales queue.”

Click the Call Handling tab.
Under Call handling, uncheck all options.

Check List in dial-by-name directory if you want callers and users to be ableto find
the queue by name. If you do, you should uncheck thisfield for the queue itself, so
users do not hear two entries for the queue.

Click OK.

Editing the utility user’s routing list

1.
2.
3.

Log on to ViewPoint using the utility user’s name and password.
Choose File > New > Routing List. The Routing List dialog box opens.

Give the Routing List aName to help you identify it with the queue, suchas“To
Sales.”

Select the action “Call Me Where | Am™ and click Delete. The Actions list should be
empty. If itisnot, delete all other actionsin the list.
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8.

Under Final action if the call is not answered, do the following:

= Uncheck Play greeting.

= Under Action, select Transfer to an extension.

= Under Extension, select the queue to which you want the utility user to send calls.
Check Active routing list for this extension.

Check Default personal status routing list.

Y our dialog box should look similar to the following example:

12 Untitled - Routing List

Mame: ITD Sales

—Ackions

add | [ Ed Doz |

—Final action if the call is not answered

|v Play greeting: IActive (Standard Greeting) j @I

Ackion: ITransFer ko an extension

=
Extension: I{j Sales (x 738) j

|v Active routing list For this extension

|v Defaul personal status routing list

Cancel Apply Help

Click OK.

When you are finished editing the utility user’ srouting list, make sure the utility’s user’s
persona statusis set to Available. See User Guide for ViewPoint for instructions on selecting a
personal status.

Creating and sharing queue contacts

Y ou create contacts for the queue by creating contacts for the utility user and then sharing these
contacts with the agents, as follows:

1.
2.

Log on to ViewPoint as the utility user.

Choose File > New > Contact to add a contact. See User Guide for ViewPoint for
instructions. Repeat this step to add as many contacts as you want.

ChooseFile > Folder > Share “Contacts.” The Contacts Properties dialog box opens
at the Sharing tab.

IntheAvailable Users pane, select the agents or other usersto whom you want to give
access to the queuge’s contacts. Press CTRL as you click usersto select multiple users.

3-4
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7.

The users with whom you share access to the queue’ s contacts do not need to be the
users who are the agents in the queue.

Click Add to move the selected users to the Share with these users pane.

Use the Permission drop-down list to determine each user’s level of accessto the
gueu€’ s contacts. The options are:

m View only. The user can view the queue’ s contacts, place callsto them, and
associate calls with them.

= View and Edit. The user can view, edit, and delete shared queue contacts.

Click OK.

For instructions on how users access shared queue contacts, see User Guide for ViewPoint.

Setting up call rules for a queue

You set up call rules for aqueue by creating call rulesfor the utility user, asfollows:

1.
2.
3.

Log onto ViewPoint as the utility user.
Choose File > New > Call Rule. The Call Rule dialog box opens.

Define the call rule as described in the next section, “Using routing lists to define
queue call rules.” See User Guide for ViewPoint for complete information about
defining call rules.

To activate cal rules based on individual calers, define those callers as contacts for
the utility user. See “ Creating and sharing queue contacts’ on page 3-4.

Make sure that Enable this call rule is checked.
Click OK. Repeat this procedure to create other call rules.

Using routing lists to define queue call rules

Each cdll rulethat you define for aqueue must handle calls by using aparticular routing list. Use
only thecall rule’ sRouting List field and custom non-active routing liststo determine how calls
are handled. Do not use the call rule’s Personal Status or Taking Callsfields. If you use these
fields, calls may belost.

Example: Todefineacall rulethat plays certain callers (contacts) a special Welcome message
before they enter the queue, you would create acall rule that sends callsto a custom routing list
(arouting list created for the utility user) that has the following features:

= No actions

m A greeting that plays the Welcome message before the final action

m A fina action of Transfer to Extension that transfers callsto the queue
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Whether this chapter applies to you

This chapter providesinstructionsfor working asan agent in a Strata CS call center. Whether or
not this chapter appliesto you dependson the Strata CScall distribution method that your office
uses, asfollows:

m Usethis chapter if you arean agentin aStrata CS call center queue that was set up using
separately licensed call center agent licenses.

m Do not use this chapter if you are an agent in a Strata CS ACD workgroup that was set
up by using an ACD workgroup user and arouting list that sends callsto agentswho are
members of aworkgroup. If you are an agent in an ACD workgroup, see “Participating
in an ACD workgroup” on page 6-14.

Starting and ending your shift, and taking breaks

Important: Do not use this section if you are disallowed from changing your own personal
status. In that case, a supervisor will control your workflow. Talk to your queue manager or
administrator about how to work in the queue.

Asacall center agent, you control your workday by changing your personal status. At the
beginning of your shift, you make yourself ready. At the end of your shift, you make yourself
unavailable. Whileyou areready, you receive callsfrom all queuesfor which you aresignedin.
When you make yourself unavailable, queues stop sending callsto you.

Note: If you have to temporarily leave your phone during your shift, choose Strata CS’s On
Break personal status.

The following sections describe which personal statuses to use to make yourself ready and
unavailable. For instructions on changing your personal status, see User Guide for ViewPoint.

Starting your shift

To start your shift and begin receiving queue calls, make yourself ready by doing either of the
following:

= Using your telephone keypad, press either of the following at a dial tone:
m *50. This selects the Available personal status.
m *51. This selects the Available (Queue Only) persona status.

= InViewPoint, select either of the following personal statuses:

= Available. You receive personal calls (callsto your extension) aswell as queue
cals.

= Available (Queue Only). You receive only queue calls. Personal calls are sent
directly to your voice mail.

If you will be making outgoing calls from the queue, see “Placing calls from a queue’ on
page 4-8.
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Ending your shift

Note: Use this procedure at the end of your shift only. To take a break during your shift, use the
On Break personal status to ensure the integrity of call center statistics. See the next section,
“Taking a break.”

To end your shift and stop receiving queue calls, make yourself unavailable by doing either of
the following:

= Using your telephone keypad, press *52 at adial tone. This selects the personal status
Available (Non-Queue).

= InViewPoint, select any personal status whose Queue calls preferenceis set to No,
other than On Break. For example, select the Personal status Available (Non-Queue) to
receive personal calls without receiving queue calls.

Important: If you have marked your outbound calls as being from the queue, you must switch
back to calling as yourself. Otherwise your outbound calls will continue to be marked as coming
from the queue (and may be monitored), even though you have ended your shift. See “Placing
calls from a queue” on page 4-8.

Taking a break

To take a break from answering queue calls during your shift, do one of the following:
= Pick up the phone and press *53.
= InViewPoint, select the persona status On Break.

Note: Select the On Break personal status whenever you leave your phone during your shift,
even for a short time. If you leave your phone without selecting On Break, queue calls might be
sent to your phone, and callers will hear an interval of ringing before they are placed back on the
queue.

When you finish your break and are ready to receive calls again, make yourself ready again.
Press *51 on your phone or select the personal status Available or Available (Queue Only).

What call center agents need to know to get the job done
If you are working as a call center agent, you should be aware of the following:

m While you are ready, always take queue calls that are sent to you. If aqueue call
rings your phone and you do not answer, the caller will hear ringing and then be placed
back on the queue. Also, if you do not pick up aringing queue call, or declineit using
the call announcing options, the queue might automatically place you in the On Break
personal status.

m Use the On Break personal status only to leave your phone during your shift.
Making yourself unavailable by using other statuses, such as Available (Non-Queue) or
Do Not Disturb, signals Strata CS that you are ending your shift (these statisticsare reset
daily).
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m Your personal status can be changed by others. If you do not answer queue callsthat

Working at different phones

ring your phone, the queue can automatically place you in the On Break personal status.
Also, a supervisor can change your personal status at any time.

If you need to work at a phone other than your default station, or if you have no default station
and alwayswork at a variety of phones, add the following steps to your routine:

1.

When you firgt sit down at a new phone to receive cals, before marking yourself as

Available, log on and forward your callsto your current location. Otherwise, your call

center performance might be logged under another agent’ s name. Use either of the

following methods:

= Pick up the phone and log in by pressing # <extension> # <password> #. Once
logged in, press5 1 to forward callsto your current location.

m Start ViewPoint. The Select Y our ViewPoint Phone dialog box opens. Select the
second logon option, Use station <x> to place and answer calls as <your name>.
Check Forward my calls to this station.

Select Your YiewPoint Phone

‘fou are logging on ko station & {vin Williams) but your default station is 5.

= Use station & as a visitar

¥ IUse station & to place and answer calls as Miri Anatolia
¥ Forward riy calls to this station

= Use my default station (station 5)
I am not near a TeleYantage phone

Description:

This phone is configured For Vin Wiliams, This option allows you to use this -
phone to place and answer calls with your account until someone else logs on.

Calls to you will nok ring at this phone unless your calls are forwarded, You can
also use the Call Monitor to take a call at this phone. Calls For Yin Williams will LI

Press *0 on your phone to hear your station 10,

Cancel | Help |

After you have logged on, make yourself ready as described in“ Starting your shift” on
page 4-2.

When you are finished using a phone, log off by either picking up the phone and
pressing *0 0, or by exiting ViewPoint.

Note: When you are logged in at a station other than your own, voice message indicators apply
to you. For example, if you hear stutter dial tone or see a message waiting light on the phone, it
means you have new voice messages.

STRATA CS CALL CENTER ADMINISTRATOR GUIDE



Signing in and out of a queue

Y ou can be either signed in or signed out of each queue to which you belong. Only when you
aresigned in do you receive calls from the queue. When you are signed out of aqueue, you can
see and affect its callsin the Call Monitor, but the queue does not send calls to your phone.

As an agent, you might be signed out for the following reasons:

= You areasupervisor who wantsto observe aqueue and manually take callsif necessary,
but you do not want queue calls to ring your phone.

= You are an agent who is amember of multiple queues, and you periodically change
which queue you receive cals from. Y ou receive calls only from the queues to which
you aresigned in.

To sign in or out of a queue

Y ou must have permission to sign yourself in or out of queues. If you do not have permission,
talk to your Strata CS system administrator about signing in and out.

Using ViewPoint

1. Choose Tools > Queue Sign In/Out. The Queue Sign In/Out dialog box opens,
displaying all queuesfor which you areamember. A check mark for aqueueindicates
that you are signed in to that queue.

2. Check the box next to a queue’s nameto signin to that queue, or clear the checkbox
to sign out.

3. Click OK.
Note: In the Queue Monitor or Call Monitor folder, you can also right-click a queue tab to sign in
or out of that queue.

Using the telephone

Using your telephone keypad, press*56 at adial tone. Enter the extension of the queue for which
you want to sign in or out followed by #, for example, “*56 102 #”.

Seeing whether you are signed in or out of a queue

In the Queue Monitor and Call Monitor views, the tab for aqueue displays an asterisk (*) if you
are signed out from that queue.

-
l | Technical Support |Sa|85* I
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Receiving and handling queue calls

Y ou can receive and handle queue calls by using either the telephone commands or ViewPoint.
When the queue sends a call to you, your phone rings and the call appearsin ViewPoint's Call
Monitor folder. Queue callsignore your routing list and only ring your “Where | Am” location
(your station or call forwarding number).

To answer acall, do either of the following:
m Pick up the phone.
m Click theincoming call in the Call Monitor and choose Actions > Take Call. If your
phoneis on-hook, it rings to connect you to the call.

After you are connected to a queue call, you can use most Strata CS call-handling features such
astransfer, park, mute, and so forth. For instructions on handling calls using the phone or Strata
CS ViewPoaint, see User Guide for ViewPoint.

Notes

m You cannot use the Hold command on a ringing queue call. You can only put a queue call
on hold after answering it.

m Your queue calls are not shared, even if you are sharing your Call Monitor folder.

Viewing your position in the queue

If you have permission to see ViewPoint’ s Queue Monitor folder, you can use it to monitor your
position in the queue, and determine when you are likely to receive the next call. See
“Monitoring the position of agents in the queue” on page 5-13.

Being monitored or coached by a supervisor

Call Center supervisors have the ahility to supervise your queue calls on the following levels:

= Monitoring. A supervisor may listen in on any of your calls without you or the caller
hearing. Y ou will be unaware of the monitoring unless you have the permission View
agents being monitored. If you do, the monitor appearsin the Call Monitor as an
indented line under the call.

m Coaching. A supervisor may speak to you during a call without the caller hearing.
Coaching appears in the Call Monitor as a separate line under the call. If you are being
coached, try not to speak to the coach, as the caller will not be aware of the coach’s
presence on the line.

= Joining. A supervisor may join your call, essentially creating a three-way conference
call in which all parties can hear each other. For more about conference calls, see User
Guide for ViewPoint.

By default, only queue calls are susceptible to being supervised. Thisincludes inbound queue
callsand outbound callsthat you have associated with aqueue (see* Placing callsfrom aqueue’
on page 4-8).
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Having your calls recorded

The queue may be configured to record some or al of your queue calls. Y ou receive no
indication that acall isbeing recorded. The queue may be configured to place call recordingsin
your Inbox as new voice messages.

Y our non-queue callswill not be recorded unless the Strata CS system has been configured to
record al calls.

Using the Call Monitor tabs

When you are an agent in a call center queue, your Call Monitor folder displays the following
tabs:

= A tabthat showsthe queue’'s calls, with the name of the queue onit. If the tab name
appears with an asterisk, it means that you are signed out from that queue.

Note: You must have permission to see this tab. If you do not see it, see your Strata CS
system administrator.

= The My Phone tab, which shows all the calls that are being handled by your phone,
including any queue calls you have taken.

= The All tab, which shows all your queue and personal calls together.

- Call Monitor . (All)

3| Mame |c9 | Status | Mumber | Duration | QwWner |

There are no items to show in this view

l o

all I My Phone | Sales Queaue I

If you are an agent in multiple queues, the Call Monitor displays atab for each queue.

Click the My Phone tab or a queue tab to view only the calls for that tab. Click the All tab to
view all callsat once.

Note: Your Call Monitor folder may display other tabs than the ones described in this section.
See User Guide for ViewPoint for a full description of the Call Monitor.
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Placing calls from a queue

Wrap-up time

After you finish a queue call, you are given wrap-up time to complete any work relating to the
call. During your wrap-up time you will not receive any queue calls. Your Strata CS system
administrator sets how much wrap-up time you have.

While you are in wrap-up time, appears in the ViewPoint status bar.

Terminating your wrap-up time early

To terminate your wrap-up time early and mark yourself as ready to take queue calls again, do
either of the following:

= Click @ inthe ViewPoint status bar.
= Using your telephone keypad, press *54 at adial tone.

Viewing queue activity

The Queue Monitor in ViewPoint displays alist of agents in the queue and up-to-date queue
statistics. You can use it to see the status of other agents in the queue and your current position
in the queue, among other things.

To seethe Queue Monitor folder in your ViewPoint, you must have the appropriate permission.
For adescription of the Queue Monitor folder, see “Monitoring queue statistics’ on page 5-3.

If you areacall center agent and you place acall at your desk using the telephone or ViewPoint,
by default Strata CS treatsthe call as one made by you. Y ou can choose instead to place calls as
aqueue, which may be necessary for your work asacall center agent. When you place callsas
aqueue, Strata CStreatsthe call asif the queue placed it. Other agents can seeit in their Call
Monitors, it can be monitored by supervisors, and statistics and reports can accurately reflect
gueue activity.

When calling as a queue, your calls appear on both the My Phone tab and the queue tab in your
Call Monitor. Thecallsarelogged both in your personal Call L og and the queue’ sCall Log, with
the queue name in the From column.

Important: When you are done placing calls as a queue, be sure to switch back to calling as
yourself. If you don't, your personal calls will be treated as queue calls, meaning they will be seen
by all agents and will throw off queue statistics.

To place calls as a queue using ViewPoint

On the ViewPoint status bar, your name and extension are a drop-down list. Pull down the list
and select the queue as which you want to place calls.

0 Items | Miri Anatalia (x555) ~ @Y Available ~ Zl

Calling as Test Queue

Calling as Miri Anatolia
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To switch back to calling as yourself, select yourself from the drop-down list.

To place calls as a queue using the telephone
Pick up your phone and press*14<queue’s extension># at adial tone.

To switch back to calling as yourself, press*14# at adial tone.

Determining whom you are calling as

ViewPoint' s status bar displayswhether the system istreating outbound callsfrom its station as
being from you or from someone else.

Y ou can also learn from whom a station is placing outbound calls by picking up the station and
pressing *0. The station information recording includes the line, “ The current extension is
<Ext.> calling as <Queue>."

m <Ext.> isthe extension of the last user who logged in at the station.

m <Queue> isthe name of the queue that outbound calls are marked as being from.

For example, the recording might say, “The current extension is 555, calling as Sales Queue.’

Popping up caller information

Y ou can use the Strata CS Contact Manager Assistant to pop up information about callers that
you have in another contact manager application. Callers must be contacts in one of the
following contact manager or customer relationship management applications:

= Act!® 3.0, 4.0, 6.0, and 2000

= Goldmine® 4.0 and 5.0, and Goldmine Business Contact Manager 5.7
= Goldmine FrontOffice 2000®

= Microsoft Outlook® 98, 2000, 2003, and XP

For instructions on configuring the Strata CS Contact Manager Assistant, seeits online Help.
Act! can pop up contact information on its own, without the Contact Manager Assistant.

Note: Your office might also use a custom screen pop application created with the ViewPoint
API. If this is the case, see your Strata CS system administrator for instructions on using it.

Working remotely

If you have an external station, you can work remotely using that station.

Y ou can work at remote phone that is not a remote station by forwarding your calls. For
instructions on using ViewPoint remotely, see User Guide for ViewPoint.
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About supervising queues

Viewing current queue calls

Y ou can assign agents any number of queue permissions that give them the ability to supervise
aqueue. Supervisors are merely agents with extra permissions. Supervisory tasks include the
following:

= Configuring the queue in the Administrator, including the agents that belong to it

= Signing agentsin or out for the queue

m Viewing real-time queue statisticsin Strata CS ViewPoint

m Changing an agent’s personal status

m Managing a queue’ s voice mailbox

= Supervising agent conversations by monitoring or coaching
Y ou assign permissions separately for each queue. To give an agent supervisor permissionsin
more than one queue, you must edit the agent separately in each queue.

For instructions on adding agents to a queue and setting their permission levels, see “ Defining
agentsfor the queue” on page 2-10. For alist of queue permissions, see“ Agent permissions’ on
page 2-14.

Exempting supervisors from receiving queue calls

Because supervisors are agents in the queue, by default they receive queue calls when they are
ready, just as other agents do. To exempt an agent from receiving calls from a queue, sign the
agent out for that queue, or configure the agent asan Observer (see " Adding agentsto the queue”
on page 2-11).

When supervisors are signed out from a queue, the queue does not send callsto them. However,
supervisors can watch queue callsin the Call Monitor folder and answer them if necessary using
the Take call command. They can also perform all other queue monitoring and managing tasks
when they are signed out.

For instructions on signing a supervisor out, see “ Signing agentsin or out of a queue”’ on
page 5-18.

Agentswith the permission Access Queue call monitor can view al current queue activity on
the queue' stab in ViewPoint’s Call Monitor folder. Note that only calls associated with the
gueue appear in the queue’ stab. If the agent ison apersona cal or acall from another queue,
it does not appear in the queue tab.

For more information, see “Using the Call Monitor tabs’ on page 4-7.
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Monitoring queue statistics

Agents who have the permission Monitor queue statistics set to Allow can monitor a queue’s
performance by using either the telephone commands or the Queue Monitor folder in
ViewPoaint.

Viewing queue statistics in the Queue Monitor folder
To open the Queue Monitor folder, click Call Monitor > Queue Monitor in the navigation pane.

2 Queue Monitor - Toshiba Strata CS YiewPoint

File Edit Wew Tools Actions Help Dial: Enter a number or name to dial -

@New - @ [§ P Show agent statistics by day = &Supergise ‘1? -

Call Monitor
Favorite Folders X

48 Call Monitor

Calls Answe

: Extensions 10
4 Queue Moniter | o €Y 1 vin Willams Ready 410:19

| | i

-
Current status j

tatus:
lg Call Moritor e state Il:lpen
Agents ready: I 2 Signed in and available: I
L] voice Mail (43 | | _lLl
4 3

= [3 2 | sales Queue I

|Last caller: Unknown - 2065055595 at 2{18/2004 3:11 P | 3 Items IMiri Anatolia (x555) - onvailable - (Ej v/il

Each queue for which you have permission to view statistics appears as atab at the bottom of
the folder. Click a queue’ stab to see statistics for that queue and the agents in that queue.

For adetailed description of when Queue Monitor statistics reset to zero, see “When statistics
arereset” on page 5-12.

Note: You can continue to use the Call Monitor while you are in the Queue Monitor. Choose
View > Calls Pane to add the Call Monitor to the Queue Monitor folder as a separate pane.

The Agents pane

At the top of the Queue Monitor folder, the Agents pane displays the names of all agentsin the
gueue, their current statuses, and their performance, including inbound and outbound calls.

Y ou can have the Agents pane display statistics by day or by shift. Choose Actions > Show
agent statistics by day/shift. For information about shifts, see “ Configuring shifts’ on
page 2-50.

Note: The Agents pane’s statistics are those for the selected queue only. For example, the Calls
answered field shows the number of calls an agent has answered for this queue. The agent may
have answered other calls such as personal calls or calls from other queues.
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The Agents pane displays the information shown in the following table. Some columns may be
hidden by default. To show them, choose View > Current View > Show Columns.

Agents Pane Information

Icon showing the agent’s phone as on-hook or
off-hook.

Availability

Icon for the agent’s current personal status.

Personal Status icon

EI The order in which agents are scheduled to
receive calls. The order is dependent on the

Distribution Order gueue’s distribution algorithm. The agent who

will receive the next call is the agent with the
lowest number among currently Ready
agents.

This column may be disabled. See “Enabling
and disabling the Distribution Order column”
on page 5-15.

Name Agent’s name.
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Agents Pane Information

Agent State Agent’s current level of availability to take
calls from this queue. Note than an agent can
be in different states for different queues at
the same time. The possible states are:

Ready. The agent is signed in, and in the
personal status Available or Available (Queue
Only), and the phone is on-hook. The agent is
ready to take a call.

Active Inbound. The agent is on an inbound
call from this queue.

Active Outbound. The agent is on an
outbound call associated with this queue.

Wrap-up Inbound. The agent is in the
wrap-up period immediately following the end
of an inbound call associated with this queue.

Wrap-up Outbound. The agent is in the
wrap-up period immediately following the end
of an outbound call associated with this
queue.

Dialing. The agent is in the process of dialing
an outbound call as the queue.

Standby. The agent is On Break, oris in a
non-queue call (such as a personal call or a
call from another queue.)

Signed out. The agent is signed out of this
gueue and so is not taking calls from this
queue.

Unavailable. The agent is in a personal status
other than Available or Available (Queue
Only), and so is not taking queue calls.

No answer. The agent did not answer the last
gueue call. The queue does not send calls to
agents in the No Answer status. Strata CS
automatically removes the agent from No
Answer status after a certain time based on
what caused the No Answer status.

Offering. The agent's phone is ringing with a
call from this queue, but the agent has not
accepted the call yet.
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Agents Pane Information

Time in State The length of time that the agent has been in
the current state for this queue. Times are
displayed in the following format: days:
hours:minutes:seconds.

Calls answered Number of incoming calls from this queue that
the agent has answered since the beginning
of the queue’s current display period. Does
not include calls the agent participated in but
did not answer (see Total Calls - All)

Calls placed Number of outbound calls associated with this
gueue that the agent has placed since the
beginning of the queue’s current display
period. Does not include calls the agent
participated in but did not place (see Total
Calls - All)

Time on calls The total time the agent has spent on this
gueue’s calls since the beginning of the shift.

You can show this column separately for
inbound calls, outbound calls, and all calls.

Longest call The length of time of the longest queue call
(including wrap-up time) that the agent
handled since the beginning of the shift.

You can show this column separately for
inbound calls, outbound calls, and all calls.

Avg. call Average length of the agents' queue calls
(including wrap-up time) since the beginning
of the shift.

You can show this column separately for
inbound calls, outbound calls, and all calls.

Longest talk The length of time of the longest single call
the agent handled (not including wrap-up
time).

You can show this column separately for
inbound calls, outbound calls, and all calls.
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Agents Pane Information

Away A check mark indicates that the agent has
been automatically placed in On Break status
by the queue for having let his or her most
recent queue calls ring unanswered. See
“Placing agents on break if they do not
answer calls” on page 2-19.

Forced Break Number of times the queue has automatically
placed the agent in On Break status for letting
gueue calls ring unanswered, since the
beginning of the current display period. See
“Placing agents on break if they do not
answer calls” on page 2-19.

Longest wrap-up The length of time that the agent spent in the
longest wrap-up after a call.

No Answer Number of queue calls to the agent that rang
unanswered, since the beginning of the
current display period.

Overflow The agent’s overflow tier. If no number is
listed the agent is a primary agent (assuming
the overflow skill default is set to 0).

Personal Status Name of the agent’s current personal status.
Name

Queue Name of the agent’s queue.

Signed in A check mark indicates that the agent is

signed in to this queue.

Total calls - All The total number of calls associated with this
queue in which the agent has participated
since the beginning of the queue’s current
display period. Includes inbound and
outbound calls, and calls where the agent did
not answer or place the call (for example,
joining another agent in a conference call or
having another agent transfer a call to him)
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The Queue Statistics pane

At the bottom of the Queue Monitor folder, the Queue Statistics pane displays statistics for the
gueue as awhole. To show or hide the Queue Statistics pane, choose View > Queue Statistics
Pane.

Y ou can display queue statistics for inbound calls only, outbound calls only, or al calls, by
clicking the appropriate button above the Queue statistics by day section.

EInbound skatisticsi  Quthound statistics | Combined statistics | 1

| Inbound queue statistics by day

Note: For outbound calls to appear in the Outbound Statistics section, agents must place calls
as the queue. See “Placing calls from a queue” on page 4-8.

The Queue Statistics pane is divided into the following sections:
m Current status. Statistics for the number of agents and calls currently in the queue.

m Queue statistics by day. Statistics for calls since the beginning of the current day.
These statistics automatically reset to zero at midnight.

= Queue statistics by period and shift. Statistics for calls during the current period and
shift, compared to the previous period and shift. When the current period or shift ends,
the current statistics automatically reset to zero, and the totals that had accumulated are
moved into the Previous column.

For instructions on defining the statistics period and shifts, see “ Collecting queue statistics’ on
page 2-49. For detailed descriptions of when day, period, and shift statistics reset to zero, see
“When statistics are reset” on page 5-12.

Note: Queue statistics by shift are not updated during gaps between shifts. For example, if one
shift ends at noon and the next shift begins at 12:30, queue activity between 12:00 and 12:30 is
not reflected in the shift totals.

The Queue Statistics pane displays the statistics shown in the following table.

Queue Statistics Pane

Current Status

Queue status Whether the queue is currently distributing
calls to agents. The possible statuses are:

Open. The queue is distributing its calls
to ready agents as normal.

Closed. The queue is closed. No calls
are being distributed to agents.

Closed - No agents. All agents in the
gueue are currently signed out, so the
gueue is automatically sending its calls
directly to voice mail.
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Queue Statistics Pane

Agents on break Number of agents currently signed in and in
the On Break personal status.

Agents ready Number of agents waiting to receive queue
calls. Ready agents are those who are signed
in, have their personal statuses set to
Available or Available (Queue Only), and are
not currently off hook or in a wrap-up period.

Signed in and Number of agents eligible to receive queue

available calls, including those currently on a call or in
wrap-up period. To receive queue calls an
agent must be signed in and in a personal
status whose Queue calls field is set to “Yes,”
such as Available or Available (Queue Only.)

% agents ready The percentage of agents eligible to receive
gueue calls who are currently waiting for a
call. The others are either off hook or in a
wrap-up period.

Number of calls currently waiting on the

Calls waiting queue

Number outbound calls in the process of
Calls being placed being placed. (Connected outbound calls are
not counted.)

Number of agents currently in the wrap-up

Agents wrap-up period following a queue call.

Inbound Statistics

Calls answered Number of calls answered by an agent.

Number of calls transferred out of the queue
without being handled by an agent, as a result

Calls transferred out  of callers pressing the transfer key. (See
“Offering the caller options while waiting on
the queue” on page 2-35.)

Calls received Total number of calls received, including
abandoned calls.

Calls abandoned Number of callers who hung up without talking
to an agent.
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Queue Statistics Pane

Calls completed

Number of completed calls in which a caller
finished talked with an agent. Completed calls
are calls that ended by hanging up or
transferring.

Avg. talk time

Length of the average time that callers spent
talking with agents.

Calls to voice mail

Number of calls that went to voice mail
without being handled by an agent, as a result
of callers pressing the key to leave voice mail.
(See “Offering the caller options while waiting
on the queue” on page 2-35.)

Total talk time

Total number of minutes that callers have
spent talking with agents.

Longest time

Length of the longest time in each of the
following categories (by day only):

Talk time. Time spent talking with an
agent.
Wait time. Time spent waiting on the
queue.

Average wait time

Average length of time callers waited on the
queue for each of the following categories:

All calls. All inbound calls to the queue.

Answered calls. All calls to the queue in
which the caller spoke with an agent.

Abandoned calls. All calls to the queue
in which the caller hung up or left a voice
message.
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Queue Statistics Pane

Redirection Number of calls that have been automatically
redirected by the queue, for each of the
following categories:

Maximum hold. Calls that reached the
maximum wait time without being
answered (see page 2-33).

Queue busy. Calls that were redirected
because the queue was too busy (see
page 2-31).

Queue closed. Calls that were redirected
because the queue was closed (see

page 2-20).
Outbound Statistics
Calls placed Number of outbound calls placed by this
queue.
Calls completed Number of connected calls that are now over.
Calls connected Number of calls that have connected with the
called party.
Longest time* Length of the longest time by one call.
Average time* Length of the average time over all calls.
Total time* Total number of minutes from all calls.

* Talk time = Time spent talking with an agent.

Combined Statistics

Calls attempted Total number of inbound calls received and
outbound calls placed.

Calls completed Total number of inbound and outbound calls
completed.

Calls connected Total number of inbound calls that were

answered and outbound calls that were
connected with the called party.

Longest time* Longest talk time counting both inbound and
outbound calls.

Average time* Average talk time counting both inbound and
outbound calls.
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Queue Statistics Pane

Total time* Total talk time adding inbound and outbound
calls.

* Talk time = Time spent talking with an agent.

When statistics are reset
Statistics are reset to zero at the following times:

Statistic type When reset

Statistics by day At midnight, or when the Server is restarted.

Statistics by period On 15, 30, or 60 minute intervals, depending
on your configuration for Statistics period
interval (see “Defining the statistics period” on
page 2-49). The intervals are counted from
midnight, so a 15-minute interval would reset
at 12:15, 12:30, 12:45, etc.

All queues that share the same statistics
period interval reset at the same clock time.

Note: Period statistics are always reset
counting from midnight, not from the time of a
Server restart. This could result in a short
period. For example, if the Server was started
at 9:50, the period would still end at 10:00,
resulting in a 10-minute period.

Statistics by shift At the end of the shift, as you defined it (see
“Configuring shifts” on page 2-50).

Note: When a call overlaps a reset time, some statistics for it will appear in the first grouping,

some in the second, depending on when the statistic is counted. For example, Calls Answered is
counted as soon as the call is answered, while Calls Completed is counted when the call ends.
Therefore, if a call lasts from 11:58 PM to 12:20 AM, it would be counted as a Call Answered in
Day 1, and a Call Completed in Day 2.
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When statistics are refreshed

By default the Queue Monitor folder refreshes with new statistics as soon as they become
available, providing areal-time picture of queue activity. Y ou can enter aslower refresh rateto
improve the responsiveness of agents' ViewPoint applications. Y ou should change this setting
if you find that agents’ ViewPoint applications are responding too slowly.

To change the Queue Monitor refresh rate

1. IntheStrataCSAdministrator, choose Tools > System Settings. The System Settings
dialog box opens.

Choose the Queue tab.
Enter the refresh rate you want (in milliseconds) in Queue statistics refresh interval.
Click OK.

About agents’ personal status and state
It isimportant to distinguish between an agent’ s personal status and state.

m Personal status. Determines whether the agent receives queue calls. An agent's
persona statusis the same across al queues.

m State. Displaysthe agent's current activity, for example, whether the agent is currently
in aqueue call. An agent's state can be different in different queues. For example, if an
agent isamember of Queue A and Queue B, and theagent iscurrently inacall for Queue
A, his state would be Active in Queue A and Standby in Queue B.

For a description of agent states, see the Agent State column in the Agents pane table on
page 5-4.

Monitoring the position of agents in the queue

The QueueMonitor’s Distribution Order column—displayed as [ * | in the Agents pane—shows
the order in which ready agents are scheduled to receive calls. The agent with a1 in the column
is scheduled to receive the next call, followed by the agent with a 2 in the column, and so on.
Unavailable agentsdo not receive aposition number. Unavailable agentsinclude agentswho are
signed out or in apersonal status that makes them unavailable such as Do Not Disturb or
Available (Non-Queue).

Note: You can enable or disable the Distribution Order column. See the next section.

The agent with a 1 in the distribution order will not necessarily receive the next call. The
distribution order reflects the scheduled order according to the queue's distribution algorithm,
but it does not reflect which agents are currently Ready. A Ready agent might have 5 in the
Distribution Order column and yet receive the next call because al other agents are busy at the
moment. The agent who will receivethe next cal is the agent with the lowest distribution order
number among Ready agents.
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Distribution order numbers for overflow agents follow those for primary agents. For example,
if aqueue has 10 ready primary agents, the first scheduled overflow agent will display 11 inthe
Distribution Order column. The distribution order of overflow agentsisdetermined first by tier,
and then within each tier by the queue’ sdistribution algorithm. For more about overflow agents,
see “ Setting up overflow agents’ on page 2-24.

The following table shows how agent positions are calcul ated for each distribution algorithm.
The descriptions apply separately to primary agents and to each tier of overflow agents.

Algorithm Agent positions

Top down Agents’ positions are ordered by their order in
the queue and do not change.

Round robin Agents’ positions are reordered according to
which agent answered the previous queue call.
Whenever an agent answers a queue call, the
next agent down in the list becomes 1, the agent
after that becomes 2, and so on. When the
bottom of the queue is reached, the order
continues from the top down until it meets the
agent who answered the most recent call.

Longest idle agent  Agent positions are ordered according to the
length of time without being in an Active state.
The agent who has gone the longest without
being Active inbound is in position 1.

Note that talking on non-queue calls and being
in the On Break personal status place an agent
in the Standby state, so that the time since the
agent was Active continues to increase.
Likewise, Wrap-up is not an Active state, so
agents' wrap-up time also increases their “idle”
time. Only receiving a queue call makes an
agent Active and resets the agent's “idle” time.

An agent's position is reduced by 1 whenever an
agent with a longer time since being Active
receives or places a queue call. The only way
for an agent's position to increase is for the
agent to receive a queue call.
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Algorithm Agent positions

Fewest calls Agent positions are ordered according to which
agent has received the fewest queue calls
during the current display period. The agent who
has received the fewest queue calls since the
beginning of the shift is at position 1.

Note that the length of time spent on a queue
call is not significant for adjusting position, only
the number of queue calls participated in.

Least talk time Agent positions are ordered according to which
agent has spent the least time on inbound
gueue calls during the current display period.
The agent who has spent the least time on
inbound queue calls since the beginning of the
shift is at position 1.

Note that only calls from a queue count as talk
time in that queue. An agent working in two
qgueues will have a different talk time in each.

Simultaneous ring  Agents have no position, as each call rings all
agents’ phones simultaneously.

Note: The distribution algorithms Longest idle, Fewest calls, Least talk time count inbound
queue calls only.

Enabling and disabling the Distribution Order column

Y ou can enable or disable the Distribution Order column in the Agents pane of the Queue
Monitor. Disabling the column can speed up system performance.

To enable or disable the Distribution Order column

1. Inthe Administrator, choose Tools > System Settings. The System Settings dialog
box opens.

Choose the Queue tab.
Check or uncheck Update Agent Distribution Order column in Queue Monitor.
Click OK.
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Monitoring queue statistics using the phone

Agents who have permission to monitor queue statistics can hear the current statistics for a
gueue at any time by picking up a Strata CS phone and dialing *55. The system prompts them
to select the queue for which they want to hear statistics.

Dialing *55 playsthe queue statistics shown in the following table. Statistic totals are kept since
midnight at the beginning of the current day.

*55 Queue Statistics

Callers waiting Number of callers waiting on the queue.

Expected wait time Rough estimate of how long callers can
expect to wait if they called right now. The
formula used is <total wait time of all
answered calls so far this day> / <number of
answered calls so far this day>.

Active agents Number of agents currently available. This
includes all agents who are signed in and in
the personal status Available or Available
(Queue Only).

Total calls Total number of calls received today (since
the last midnight).

Abandon rate Abandoned calls as a percentage of total
calls.

Supervising other agents’ calls

Y ou can assign agents permission to supervise other agents' callsin the following ways:

= Monitoring an agent’s call. The supervisor can listen to another agent’ s call without
being heard by the other agent or the caller.

m Coaching an agent on a call. The supervisor can coach another agent without being
heard by the caller. The agent hears the supervisor but the caller does not. The
supervisors can hear all parties.

m Joining an agent’s call. The supervisor can be conferenced in to another agent’scall as
afull participant and be heard by both parties.
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Supervisinginacall center isa separate feature from supervising personal calls, and thetwo are
controlled by different permissions, asfollows:

m Supervising personal calls. Supervising personal calls requires Strata CS user
permissions set up by your system administrator. Users with only these permissions
cannot supervise call center calls.

m Supervising call center calls. To supervise call center calls, you must be acall center
agent with agent permissions set up per queue by your queue administrator. Asacall
center supervisor, you can supervise only other agentsin your queue, and only their
gueue calls, not their personal calls.

Note: You can supervise an agent’s outbound queue calls only if the agent has associated his
or her outbound calls with the queue. See “Placing calls from a queue” on page 4-8.

If the agent whose call you are supervising transfers the call to another party, or parksit and it
is unparked by another party, you are disconnected.

How monitoring and coaching appear in the Call Monitor

When you are monitoring or coaching an agent on acall, the call appearsin your Call Monitor
showing al three partiesto the call. Y our row, the top row in the call, islabelled “Monitoring”
or Coaching.”

Unknown o Ative ]
Agent 3 o Bctive 3

_é Active
o Being Coached 3C

If you are coaching an agent, the agent sees you as a party in the call. If you are monitoring an
agent, the agent does not see you as a party, unless that agent has the permission View agents
being monitored set to Allow. See the next section.

Note: When you join another agent’s call, the call appears as a normal conference call.

Viewing when agents are being monitored

Agents who have the permission View agents being monitored set to Allow can see when an
agent is being monitored by another agent. The monitoring agent appearsin the Call Monitor as
another party in the call, identified by the Status “Monitoring.”

B Conference ..-"' Active
s Unknown o Ative Un
e Bgent 1 o7 Moritaring 10

Agents who have the permission set to Disallow (the default) cannot see when they or other
agents are being monitored.
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Managing agents’ status

Notes

m When a supervisor begins supervising a queue call, any call notes disappear from the Call
Monitor. This is because the notes are stored for the queue, not the agents. To see the
call notes, look at the queue’s Call Log. Agent notes made after the call will show in the
agent’s Call Log.

m The Call Log does not keep a record of whether agents were monitored.

With supervisor permissions, agents can directly control the status of other agentsin the queue
in the following ways:

= Signing agentsin or out of a queue
m Changing an agent’s personal status

Signing agents in or out of a queue

An agent who is signed in to a queue receives calls from that queue when ready. When signed
out, the agent is till a member of the queue, but does not receive queue calls. An agent who is
signed out can till view queue callsin the Call Monitor folder and answer them if necessary by
using the Take Call command.

Supervisors can use the sign in/out feature to move agents among queues without having to
delete them from one queue and add them to another. For example, if Kim worksasan agent in
the Sales queue in the morning and in the Support queue in the afternoon, a supervisor can sign
Kim out for the Sales queue at midday and sign her in for the Support queue.

Note: Agents with the Queue Sign In/Out permission can sign themselves in and out of the
gueue. See “Signing in and out of a queue” on page 4-5.

Y ou can sign agentsin or out using either ViewPoint or the Administrator.

Signing agents in or out using ViewPoint

To use this procedure you must have the queue permission Monitor Queue statistics (see
“Agent permissions’ on page 2-14) and the genera Strata CS permission Access Queues
folder (see Srata CS Administrator Manual).

1. Openthe Queue Monitor folder by clicking itsicon in the Folder List.

2. If therearetabsfor more than one queue, click the tab of the queue for which you want
to sign the agent in or out.

In the Agents pane, select the agent.

Choose Actions > Sign this agent into queue or Sign this agent out of queue. The
command signs the agent in or out.
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Signing agents in or out using the Administrator

To use this procedure you must have the general Strata CS permission Access Queues Folder
(see Srata CS Administrator Manual).

1. Openthe Queuesfolder and double-click the queue for which you want the agent to
be signed in or out. The Queue dialog box opens.

2. Click the Agentstab and double-click the agent’s namein the Agents in this queue
list. The Agent dialog box opens.

Check or uncheck This agent is signed in.
Click OK to close the Agent dialog box.
Click OK to close the Queue dialog box.

Changing an agent’s personal status

A agent who has the permission Change an agent’s personal status set to Allow can directly
change the personal statuses of agentsin the queue. A supervisor can use thisfeaturein the
following situations:

= When agents are prevented from changing their own personal status. In this case you
must manage their workflow for them, changing their personal statusto begin and end
their workday and to let them take breaks.

m When agents|eavetheir phones and forget to change their personal statusesthemselves.
In this case, you can set the personal statuses of the agents to On Break.

m When the queue is configured to automatically place agents On Break if they let calls
from the queue go unanswered. In this case, you ensure that agents become ready when
they return to their desks.

= When agents leave for the day and are till ready. In this case, you can change their
personal statuses to make the agents unavailable.

Important: If agents leave at the end of their workday without making themselves unavailable,
you must make them unavailable before the start of the next workday, or the reports data will be
inaccurate.
To change an agent’s personal status
1. InViewPoint, select the agent on the appropriate tab in any of the following locations:
m The Extensions folder
m The Extensions pane in the Call Monitor folder

m The Agents panein the Queue Monitor folder
2. Choose Actions > Apply Personal Status, and then select a personal status.

For more information about how to use persona statuses, see User Guide for ViewPoint.
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Managing a queue’s voice mailbox

Agentswho havethepermission Access queue mailbox setto View and Edit can manage voice
messages that callers leave in the queue’ s voice mailbox. They can listen to messages, reply to
them, and delete them. They also can create voice mailbox folders and move messages among
those folders.

Agents who have the permission set to View Only can see and listen to voice messages, but not
perform any other commands on them.

To accessthe queue’ svoice mailbox, click Voice Mail inthe navigation bar, then click thefolder
with the queue’ s name in the Favorite Folders list.

For complete instructions on managing voice messages using ViewPoint, see User Guide for
ViewPoint.

Managing queue voice messages on the telephone

Y ou can al so manage aqueue’ svoice mail using thetelephone by logging in asthe queue. When
logging in, use the queue’ s extension and password.

For instructions on logging in and managing voi ce messages using the tel ephone commands, see
User Guide for ViewPoint.
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About ACD workgroups

This chapter providesinstructions for setting up and using an Automatic Call Distribution
(ACD) workgroup. ACD workgroups enable you to distribute incoming calls among several
agents. If all agents are busy, calls remain on hold until agents become ready to answer them.
Y ou can use an ACD workgroup in a sales department, a customer support organization, or any
department in which multiple agents answer calls to a single number.

ACD workgroups are an aternative to the separately-licensed Strata CS call center queues
system (see Chapter 2 through Chapter 5). It is recommended that you use call center queues as
your call center system, since they provide more features. However, you can use either system
with Strata CS.

Strata CS ACD features

For afull list of ACD features, and acomparison with call center features, see” Call center queue
and ACD workgroup features’ on page 1-3.

What agents experience

Ready ACD agents can wait for their phonesto ring or they can answer calls by choosing
Actions > Take Call inthe Call Monitor folder in ViewPoint. Taking callsin thisway does not
affect their position if they are in a round-robin workgroup. To use ViewPoint with the ACD
workgroup, agentslog on to their own accounts and view ACD workgroup callsin ashared Call
Monitor folder tab. All agents can seethe ACD workgroup’scalls. After an agent answersacall,
the other agents continueto seeit in their Call Monitor views, but they cannot interrupt or affect
it.

For instructions on participating as an agent in an ACD workgroup, see “Participating in an
ACD workgroup” on page 6-14.

What callers experience

Callers choose an option from the auto attendant main menu to go to adepartment (for example,
“For Sales, press 2"). If all agentsin the ACD workgroup are busy, callers are placed on hold.
They hear arecorded message periodically that you can customize. While they are on hold,
callers can enter 1 to stop waiting and leave a voice message. They can aso enter 0 to transfer
to the Operator, or they can remain on hold indefinitely until the call is answered.

Y ou also can create an overflow workgroup that handles callswhen all agentsare busy, and you
can create multiple groups that handle different work shifts. Both of these options are described
in “Creating an overflow workgroup” on page 6-11.

Important: Itis highly recommended that you use music-on-hold for callers who are waiting for
an agent. If you do not have a station set up to play music-on-hold, callers hear the ringing tone
as they wait for an agent.
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Overview of setting up an ACD workgroup
To set up an ACD workgroup, you must create the following items:

= A new Strata CS user of the type ACD workgroup user. Thisuser does not represent a
real person. It functions as a mechanism for distributing calls to agents.

= A new Strata CS workgroup whose members are the users who will work as agents.
= A routing list for the ACD workgroup user that directsincoming callsto the workgroup.

Note: The term ACD workgroup refers to the complete system that exists after the three items
in the previous list have been created.

How to direct calls to the ACD workgroup

Y ou direct incoming callsto the ACD workgroup by sending them to the ACD workgroup user.
The ACD workgroup user’ srouting list then automatically distributesthe callsto agents (seethe
next section).

Y ou can send callsto the ACD workgroup user in any of thewaysthat you send callsto anormal
user, asfollows:

= Givethe ACD workgroup user’s extension a menu option from the auto attendant, so
that callers can choose, for example, “Press 1 for Technical Support.” The option
transfers the call to the ACD workgroup user.

m Givethe ACD workgroup user a DID number, which allows calersto dia acomplete
phone number and reach the ACD workgroup user directly. Y our phone lines must
support DID to use this option.

= Dedicate atrunk to the ACD workgroup user, so that all incoming calls on the trunk are
sent to the ACD workgroup user.

= Givethe ACD workgroup user an extension, so that other usersin the company can
transfer calls to the ACD workgroup.

How calls are distributed to agents

Callsto the ACD workgroup are automatically distributed to agents by means of the ACD
workgroup user’srouting list. When calls are sent to the ACD workgroup user (see the previous
section), itsrouting list automatically puts them on hold until an agent becomes ready, plays
them any messages that you record for that purpose, and finaly transfers them to aready agent.

Y ou can customize several aspects of the routing list, such as what messages play to calers
while they wait on hold and how calls are distributed among ready agents.
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Creating an ACD workgroup

To set up an ACD workgroup, you will use both the Strata CS Administrator and Strata CS
ViewPoaint.

Creating an ACD workgroup involves the following steps. The first sentence in each step
corresponds to the heading of a section in this chapter that explains the step in detail.

1.

Creating the ACD workgroup user. In the Administrator, create a new user of the
type ACD workgroup user. Name it for the ACD workgroup (for example, “Sales’).
See page 6-5.

Creating the workgroup for the ACD agents. In ViewPoint, create aworkgroup that
contains the agents who will participate in the ACD workgroup. Y ou can create more
than one workgroup of agentsif you want a primary workgroup and backup groups.
See page 6-6.

Creating the ACD workgroup user’s routing list. In ViewPoint, give the ACD
workgroup user an active routing list with the “Call me at multiple locations” action.
Thisrouting list then distributes callsto the agentsin the workgroup. Give therouting
list afinal action of Hold/Restart, so that if all agents are busy, the caller remains on
hold until an agent is ready. See page 6-7.

Sharing the ACD workgroup user’s Call Monitor, voice message folders, Call Log,
and Contacts folders. In ViewPoint, share these folders to the workgroup of agents,
so that the agents can manage incoming queue calls, the queue' s voice mail, the
queue’s cal history, and the queuge’ s contacts. See page 6-11.

Creating the menu choice in the auto attendant. Inthe Administrator, create an auto
attendant menu choice that transfers callers to the ACD workgroup user’s extension
(for example, “For Sales, press 2"). See page 6-13.
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Creating the ACD workgroup user

The ACD workgroup user does not represent areal person with a phone. It isamechanism that
keeps calls on hold and then sends them to members of one or more workgroups.

To create the ACD workgroup user

1. Inthe Administrator, choose File > New > User.

£ Untitled - User ]
General | Recordings I Motifications I Call Handling I Phonel Dialing I Permissionsl
Tupe: IAED work.group j
First name: |
Last name: |Sales
Title: |
Extension: |1 15 Station 1D: ID
DID number: |
Password: I LConfirmation: I
Comments: ;I
Operatar: IDperator [0 j
Telephone prompts: |U.S. Englizh ﬂ
Cancel | Help |

From the Type drop-down list, select ACD workgroup user.

Namethe user after the workgroup that you will create. In the example given here, the
workgroup represents the Sales department, so the name “ Sales” has been entered in
the Last name field.

4. Accept the extension suggested or enter a different one. Give the user a password.
Assign astation ID of 0. The workgroup user does not have a phone and callsto this
extension are routed to the agents’ phones by the user’srouting list in ViewPoint.

Note: You can also give the ACD workgroup user a Direct Inward Dial (DID) number
if you want a dedicated phone number for the workgroup. This number can be instead
of or in addition to a menu choice from the auto attendant. Your phone lines must
support DID to use this option.

5. Click the Recordingstab. Asavoice title for the ACD workgroup user, record the
name of the workgroup (for example, “Sales’). Callers who choose the workgroup
from the main menu will hear “ Transferring to” followed by the voicetitle.

6. OntheRecordingstab you can give the ACD workgroup user amailbox sothat callers
can leave a voice message instead of waiting on hold. It is recommended that you
increase the size of the mailbox if the number of agentsin the workgroup or the volume
of calsishigh.
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7. Click the Call Handling tab. Under Screen and announce the caller for these types
of calls, uncheck Internal, External, and External Direct. If these types of callsare
left checked, callers receive prompts to state their names.

8. Click OK.

Creating the workgroup for the ACD agents
1. Logonto ViewPoaint asthe ACD workgroup user.

2. ChooseFile > New > Workgroup. The Workgroup dialog box opens.

I& Untitled - Workgroup M= E3

General |

Mame: I

Description:

—Members

Show;
ILIsers j

Available extensions: Members:

& admin <] & @ Cedilia st. Jobn |

) Cecilia st. John

¥ Jack Fields Add =5 | ) samantha Eggerton ﬂ

& wima Petersan
& Miri Anatolia << Remave |
¥ Operator

ﬂ Steve Henson LI

A Ll

QK I Cancel | Apply | Help |

3. Name the workgroup after the ACD workgroup, for example, “ Sales.”

4. Build the workgroup by selecting each agent in the Available Extensions list, and
then clicking Add. Press CTRL to select multiple agents. Added agents appear in the
Members list.

To have agents answer calls from home, have them forward their callsto the external
phone. Y ou could also define them as contacts and add them to the workgroup here.

Note: Contacts in an ACD workgroup and users with call forwarding are ignored if you
use the Simultaneous distribution method.

5. Usethearrows next to the Members list to change the order of agentsin the
workgroup. The Top Down method of distributing calls starts at the top of the
workgroup, so if you are using that method you might want your most skilled agent
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listed first. The Round Robin method is aso dlightly affected by the order of the
workgroup. For the Simultaneous method, workgroup order isignored.

6. Click Apply or OK.

Repeat the steps aboveif you need to create other workgroups. Y ou might create more than one
workgroup if you are defining overflow agents or shifts. See “Using multiple groupsfor specific
shifts” on page 6-10 and “Creating an overflow workgroup” on page 6-11.

Note: Agents can answer incoming calls for a workgroup whether or not they are in the
workgroup. As long as you have shared the ACD workgroup user’s Call Monitor folder with them,
they can answer incoming calls by using the Actions > Take Call command in the Call Monitor
folder. The Take Call command overrides the first-in, first-out hold sequence. In this way their
phones do not ring with ACD calls, but they can relieve the burden on workgroup members if
several callers are waiting on hold.

Creating an Extensions folder tab that shows the agents

Y ou can have the agents of the ACD workgroup appear in a separate tab in ViewPoint's
Extensionsfolder. Thetab showsthe members of the workgroup, making it easy to see al agents
and their current status. Thetab isvisibleto al agents.

To create an Extensions folder tab for the agents
1. Using the Administrator, create a new public workgroup.

2. Populate the workgroup with the ACD workgroup agents, just like the personal
workgroup that you created in the previous section. Include in the public workgroup
all the ACD workgroup’ sagents, even if you had split them between multiple personal
workgroups to create overflow agents or shifts.

Because theworkgroup is public, it automatically appears asatab in the Extensionsfolder of its
members. The ACD workgroup does not use this workgroup to distribute calls—the
workgroup’s only function is to provide the Extensions folder tab.

Note: If you add or remove agents from the personal workgroup attached to the ACD workgroup
user’s routing list, remember to add or remove the same agents from the public workgroup.

Creating the ACD workgroup user’s routing list

The ACD workgroup user’ s routing list takes incoming calls to the ACD workgroup user and
distributes them to the agents. To do this, the routing list uses the action Call a workgroup,
which rings agents in a workgroup.

If an agent isaready on the phone, the routing list skipsthat agent and proceedsto the next agent
in the workgroup. If an agent does not answer the phone, the routing list ringsit for the number
of secondsthat you specify and then proceedsto the next agent. If all agentsare unavailable, the
call continues to the next action in the routing list, if thereisone. Y ou can configure the next
action to send calls to a second, overflow workgroup.
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If no onein the workgroup is ready, Strata CS plays the caller a hold message, and the routing
list begins at the first action again. The call continues to cycle until it is answered or until the
caller chooses to stop waiting.

Important: Itis highly recommended that you use music on hold for callers waiting for an agent.
If you do not have a station set up to play music on hold, callers hear the ringing tone as they wait
for their calls to be answered. For more information about playing music for callers on hold, see
Strata CS Administrator Manual.

To create the ACD workgroup user’s routing list

1. Logonto ViewPoint asthe ACD workgroup user.

2. Inthe Routing Lists folder, choose Routing Lists > New Routing List. The Routing
List dialog box opens.

12 Untitled - Routing List

Tame: ISaIes RL

— Ackions

Call evervone in Sales Department individually

add.. | Edit... Delete |

r—Final action if the call is not answered
|w Play greeting: ISystem hold greeting j @l

Bckion: IPause and repeat j

Pause duration: I 30 seconds

|v Active routing lisk For this extension

| Default personal stakus routing list

Cancel | Apply | Help |

Enter a name for the routing list.

Delete the action Call me where | am from the Actions list. You will add the new
actioninstep 7.

5. Under Final action if the call is not answered, set the following options:

= Under Action, choose Pause and Repeat. This setting ensuresthat if all agentsare
busy, callers remain on hold and cycle through the routing list again. The result is
that they remain on hold until their calls are answered.

= Optionaly, changethegreetinginthe Play Greeting drop-down list, or uncheck the
field to have no greeting play. Note that if all agents are busy, callers hear the
greeting multiple times, separated by the Pause Duration setting, until their calls
areanswered. Thisrecording can be aspecial onethat you makethat assurescallers
that their callsareimportant and will beanswered. Y ou can choosethe System Hold
Greeting, which says, “The person you are calling is unavailable. To hold, please
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stay on theline. To leave amessage, press 1.” To record anew greeting directly
from this dialog box, click the button next to the field. See User Guide for
ViewPoint for instructions on how to record greetings.

Note:The caller options of pressing 0 or 1 (to transfer out of hold or leave voice mail)
work only while the greeting is playing. After the caller goes back on hold, key
presses are inactivated. Therefore, be sure to record a few seconds of silence at the
end of your greeting so that the caller has enough time to press a key.

= Under Pause Duration, specify how long calls pause after each cycle before
beginning therouting list again. If you play agreeting, you should set thisto at |east
30 seconds, because if all agentsin the routing list are busy, callers will hear the
greeting over and over again, separated only by the time you enter here.

6. Check Active routing list for this extension and Default personal status routing
list.

7. Click Add to add anew routing list action to the Actions list that will distribute calls
to the ACD agent workgroup. The Routing List Action dialog box opens.

Call everyone in Sales Department individually - Routing List Action

Action: ICaII a 'workgroup ﬂ
—Zall a Workgroup
orkgroup: I;‘; Sales Department j &I
Method: IIndividuaIIy in a round robin j

Ring duration; I 20 seconds

When calling an external number:

| Brempt recipient For password

¥ | Fromptresipient baaceept o desline el

| Prompt caller before tryving this action

Prompt: ISystem menu ko by the next location j EI

Cancel I Help |

From the Action drop-down list, select Call a workgroup.

From the Workgroup drop-down list, select the workgroup that contains the ACD
agents. Be sure to select the ACD workgroup user’s personal workgroup, not the
public workgroup that you created for purposes of showing Extensionsfolder tabs (see
“Creating the workgroup for the ACD agents’ on page 6-6).

Y ou can create a new workgroup directly from this dialog box by clicking the button
next to the field.

10. Choose one of the following distribution methods:

= Sequentially from the top down. Callstry the agentsin afixed sequence. Each call
goes to the agent at the top of thelist first. If that agent is busy, the call goesto the
next agent on thelist, and so on.
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11.

12.

13.
14.
15.

m Individually in around robin. Callstry the agentsin the same sequence aswith Top
Down, but starting with the next agent each time. If the first call was answered by
the first agent on the list, the next call starts by trying the second agent on the list,
and so on. This option distributes calls equally throughout your workgroup.

= Simultaneously. All phonesring at once, and thefirst agent to answer the call takes
it. Thisfeatureisespecially handy for small officesor departments. Call forwarding
isignored, so that only the agents’ default phones are tried. Any contactsin the
workgroup are ignored, unlike the other two methods.

Note: For information about reordering a workgroup, see “Creating the workgroup for
the ACD agents” on page 6-6.

Inthe Ring duration field, set the minimum number of secondsthat Strata CS should
ring each agent. Strata CS rings each ready agent in the workgroup for the amount of
time entered here. External contactsring for at least 30 seconds even if you specify a
lower number.

Under When calling an external number, uncheck Prompt recipient for password.
This setting ensures that agents working at external phones can answer ACD calls
without any delay.

Uncheck Prompt caller before trying this action.
Click OK to close the Routing List Action dialog box.
In the Routing List dialog box, click OK.

See User Guide for ViewPoint for more information about routing lists.

Note: Always set the routing list to send calls to a workgroup as described here. If you set the
routing list to send calls to individual agents, first-in, first-out (FIFO) hold will not work.

Using multiple groups for specific shifts

If your ACD workgroup has different agents that replace each other in shifts, you can create
multiple groupsto represent the different shifts of agents. When a shift changes, you can edit the
routing list so that it points to the new workgroup, as follows:

1.

o > DN

In the Routing List folder in ViewPoint, double-click the active routing list for the
ACD workgroup user.

Double-click the action Call workgroup.

Under Workgroup, select a different workgroup.
Click OK to close the Routing List Action dialog box.
Click OK to close the Routing List dialog box.

Y ou can also support specific shifts by adding or deleting members of a single workgroup.
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Creating an overflow workgroup

Y ou can create one or more overflow groups of agentsthat receive ACD callsif al agentsinthe
primary ACD workgroup are busy.

1. Createasecond workgroup that containsthe agentsthat you want to bein the overflow
workgroup. See “Creating the workgroup for the ACD agents’ on page 6-6 for
instructions.

2. Create asecond action in the ACD workgroup user’ srouting list that is similar to the
first action, but that pointsinstead to the overflow workgroup. A call cycles through
all agentsin the first workgroup. If they are busy, the call proceeds to the overflow
workgroup.

12 Untitled - Routing List

Mame: ISaIes RL

—Ackions

Call evervone in Sales Department individuall
Call evervone in 3. uentially

add.. | Ede. Delte |

—Final action if the call is not answered
|v Play greeting: ISystem hold greeting j @l

Action: IPause and repeat j

Pause duration: I 30 seconds

|v Active routing list For this extension

|v Defaul personal status routing list

Cancel | Apply | Help |

Continue creating the routing list action as shown in “Creating the ACD workgroup
user’'srouting list” on page 6-7.

Sharing the ACD workgroup user’s folders to the agents

Y ou can share the following folders from the ACD workgroup user’s account to the agents,
giving the agents the ability to access the foldersin their ViewPoints.

m The Call Monitor. Agentscan see aseparatetab in their Call Monitor viewsthat displays
ACD workgroup calls. Agents can switch between that tab and the All tab, which shows
their ACD and non-ACD calls together.

m Voice message folders. If you share the Inbox, agents can listen to and manage the
gueue’ s new voice messages. |f you share the Deleted folder, agents can delete the
gueue’ s voice messages. |f you share other voice message folders, such as the Saved
folder, agents can move the queue’ s messages between folders.

= The Call Log. Agents can view and respond to the queue’s call history.

= Contacts folders. Agents can view and edit the queue’ s contacts.
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To share an ACD workgroup user’s folder to the agents

1. Logonto ViewPoint asthe ACD workgroup user.
2. If the Folder List is not showing, choose View > Folder List.

3. Right-click afolder that you want to share and choose Share. The Folder Properties
dialog box opensto the Sharing tab.

In the Available users list, select the ACD workgroup.

Click Add. The members of the workgroup are added to the Share with these users
list.

Click OK.
Repeat steps 3-6 to share other folders.

Notes

= You do not have to share every folder with every agent. For example, you could share the
voice message folders only with certain agents, so that only they would be able to manage
the queue’s voice mail. To remove an agent from the Share with these users list, select
the agent and click Remove.

m You can share a folder with other users in addition to agents by adding them to the Share
with these users list. Because the other users are not in the workgroup, they will not
receive ACD workgroup calls. However, they will be able to see and manage the ACD
workgroup folders. If you share the Call Monitor to other users, they will see ACD
workgroup calls in their Call Monitor views, and they will be able to answer a call using the
Take Call command.
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Creating the menu choice in the auto attendant
This step adds a choice to your company’ s auto attendant main menu that transfers callersto the
ACD workgroup user.

Important: When you complete the following procedure, your ACD workgroup will be available
to callers, and you might start receiving calls. For information about taking the ACD workgroup
temporarily offline, so that calls to it are sent directly to voice mail, see “Taking the ACD workgroup
offline” on page 6-17.

For other waysto direct callsto the ACD workgroup user, see “ Overview of setting up an ACD
workgroup” on page 6-3.

To create the menu choice in the auto attendant

1. Inthe Administrator, open the Auto Attendants view and double-click your auto
attendant. The Auto Attendant dialog box opens.

If you have multiple auto attendants, perform these steps for each auto attendant in
which you want to offer callers the menu choice of transferring to the ACD
workgroup.

2. Click the Menu Choices tab.
3. Click Add. The Edit Menu Choice dialog box opens.

Edit Menu Choice

General I Advanced |

— Erompt ta offer this menu choice:

For the Sales department, press 2

ov|=] ]/

| Mot connected o record, press to connect

when caller preszes: | 2 =l

Perform action: ITransfer to Queve j

Special Promo
Technical Suppart

Announce: | Name and exstension j

Cancel | Help

4. Record the prompt that you want callersto hear as part of your main menu, for
example, “For the Sales department, press 2.”
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5. Fromthe When caller presses drop-down list, choose the key that the caller must
press to be transferred to the ACD workgroup.

6. Fromthe Perform action drop-down list, choose Transfer to user, and then click the
name of the ACD workgroup user in the list of users.

7. Click OK to close the Edit Menu Choice diaog box and then click OK in the Auto
Attendant dialog box to closeit.

Participating in an ACD workgroup

This section describes how agents participate in an ACD workgroup.

Important: This section covers instructions for working in an ACD workgroup only. For
instructions on working in a call center queue, see Chapter 4.

Use of Strata CS ViewPoint

Agentsin an ACD workgroup must use Strata CS ViewPoint. Without ViewPoint, thereis no

way for agentsto control whether or not they receive calls from the ACD workgroup. Agents

require ViewPoint to begin and end their workday and to take breaks during it, as described in
the next section.

Marking yourself ready and unavailable
To mark yourself as ready to receive ACD workgroup calls:
1. Logonto ViewPoint using your own name and password.
2. Click Tools > Options.
3. Click the Incoming calls tab.
4. Check Accept ACD Workgroup calls.
5. Click OK.
To mark yourself as unavailable, which stops ACD workgroup calls from being sent to you,
uncheck Accept ACD Workgroup calls.

Note: If your ACD workgroup uses the simultaneous ring method, you cannot make yourself
available while a call is ringing and answer it. Because you were not available when the call
started ringing, your phone will not be rung for that call.
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Using the Call Monitor

To usethe Call Monitor to handle ACD workgroup calls, agentslog onto ViewPoint using their
own names and passwords. They can view incoming ACD workgroup calls by using the ACD
workgroup tab in their Call Monitor views.

- Call Monitor . (A

@| Narne |J| Status | Nurmber |
There are no items ko show in this view

1| | i

all My Phone  ACD Sales |

Call Monitor folder tabs work as follows:

= My Phone. Displays non-ACD calls.
m <ACD workgroup user name>. Displays ACD workgroup calls only.
= All. Displaysall calls together.

Important: For agents to see the ACD workgroup tab in their Call Monitor views, you must have
shared the ACD workgroup user’s Call Monitor with them. See “Sharing the ACD workgroup
user’s folders to the agents” on page 6-11.

Receiving a call

When acall to the ACD workgroup arrives, the phones in the workgroup ring according to the
method specified by therouting list. Calls continue to ring agents until they are answered or until
the caller chooses to leave a message or hang up.

Incoming calls appear in al participating agents' Call Monitor views immediately. Agents do
not have to wait for their phonesto ring to take acall. As soon asan incoming call appears, they
can click it in the Call Monitor folder and choose Actions > Take Call.

Thestatusof acall in progressappearsin agents Call Monitor viewsas“ Active.” Agents cannot
affect other agents’ active calls. However, they can perform any action on their own calls, such
asHold, Transfer, Mute, and so forth.
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Placing ACD workgroup calls

If you are an ACD workgroup agent and you place a call at your desk using the telephone or
ViewPoint, by default Strata CS marksthe call as acall made by you. However, you may need
to place outgoing calls as part of your work as an ACD workgroup agent. Such callsin Strata
CScan bemarked as callsfrom the ACD workgroup—not as calls from your extension—so that
reports on ACD workgroup activity accurately reflect agent performance.

To mark all subsequent outbound calls as ACD workgroup calls, use your telephone keypad to
press*14<ACD workgroup user’s extension># at adial tone. All callsthat are made from your
station are now logged as calls that are made by the ACD workgroup user. The calls appear in
the Call Monitors of al agentsin the workgroup. The calls do not appear on the My Phone tab
in your Call Monitor. The calls are logged both in your personal Call Log and the ACD
workgroup user’s Call Log, with the queue name in the From column.

To switch back, and mark subsequent outbound callsasbeing from you, press*14# at adia tone
again. All subsequent calls from your station are now marked as being placed by you. These
calls appear only in your Call Monitor and only in your Call Log.

Taking a break

To take abreak during your work shift, uncheck Accept ACD Workgroup calls asdescribed in
“Marking yourself ready and unavailable” on page 6-14.

Note: The Do Not Disturb personal status does not stop ACD workgroup calls from ringing your
phone.

Listening to the ACD workgroup’s voice mail
If you have shared the ACD workgroup user’s Inbox with other agents, and given those agents
the required permission, they can play and respond to the ACD workgroup’ s voice messages.
To do so, they go to the ACD workgroup’s Inbox under Shared Folders in the Folder List.

gl Kenneth Deimoch

Public Folders

Q Shared Folders
=g ACD Sales

Agentscan play and respond to the ACD workgroup’ s voice messages exactly asthey work with
their own voice messages.

Viewing the ACD workgroup’s contacts and Call Log

If the ACD workgroup’s contacts and Call Log have been shared with you, you can view those
foldersunder Shared Folders in the Folder List.

6-16

STRATA CS CALL CENTER ADMINISTRATOR GUIDE



Taking the ACD workgroup offline

Y ou can take the entire ACD workgroup offline by logging on to the ACD workgroup user’s
account and selecting the Do Not Disturb personal status. All calls to the ACD workgroup are
then sent directly to voice mail.

To bring the ACD workgroup back online, select the Available personal status for the ACD
workgroup user.

Analyzing ACD workgroup traffic

The Call Log folder in Strata CS ViewPoint is an excellent tool for analyzing ACD workgroup
traffic. The Call Log folder is described in detail in User Guide for ViewPoint. This section
focuses on the columns in the Call Log that are of particular interest when analyzing ACD
traffic.

A more comprehensive tool for analyzing ACD trafficis the Strata CS Call Center Reporter,
which generates detailed reportsin Microsoft Excel. For information about licensing and using
the Call Center Reporter, see Chapter 7, “Running Call Center Reports.”

Viewing Call Log folder columns

Some of the Call Log columnsthat are helpful for analyzing ACD traffic are hidden by defaullt.
To view them, choose View > Current View > Show Columns.

Reading the Call Log folder
Using the Call Log folder is discussed in detail in User Guide for ViewPoint.

“{}?Eall Log - Toshiba Strata C5 Administrator

Fil= Edit Yiew Tools Calllog Help |

o313

-au | Fom ITo |FromNumber |ToNumber [StaitTime % Duation |Fesul

%> FrancisJones  Unknown <M 1/3/2001 3:25:20 PM 00:00  Abandor
e % FrancisJones  Unknown 127 <My 1/3/2000 32512 P 00:00  Abandor
% Operator Unknan 100 [B17)333-3456  1./3/2001 11:15:58 AM 0015 Connect
% Operator Unknan 100 [B17)333-3456  1./3/2001 11:14:36 AM 00:08  Abandor

Oueues

Ll | 2
[Ealls Fram 17372007 11:14:36 AM to 173/2001 333:38 PH
[ [5items [ Admin (x100) [TWGOODKIT 3=
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Columns of interest in analyzing ACD workgroup activity are:

m Wait Time. Shows how long the caller waited on hold beginning at the moment a menu
choice was made that transferred the caller to the workgroup and ending at the moment
the call was answered.

= Answered by. Shows the name of the agent who accepted the call.

m Placed by. Showsthe name of the agent who placed place an outbound call associated
with the ACD workgroup.

m Duration. Shows how long the active call lasted, beginning at the moment the
connection began and ending when the call was disconnected.

= Left message. If checked, the caller left a message.

m Result. Shows how the call ended. The possible results are:

m Abandoned. The caller hung up before the call was answered.
m Connected. The call was accepted by an agent.

= To voice mail. The caller was sent to voice mail. This result does not necessarily
mean that the caller left a message. If the caller left a message, the Left Message
column is checked.

m Blind transfer/Supervised transfer. The caller was transferred to a new party at
some point during the call.

Sorting by column

Click acolumn header to sort the information according to that column. Click the header again
to sort in the opposite direction. By sorting on different columns you can see various aspects of
agent and workgroup performance, such as:

= The agent who handled the most calls
= The agentswho had the longest calls
m Thetime of day during which callers wait longest on hold

= The agents who handled calls from specific callers
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About the Call Center Reporter

The Call Center Reporter allows you to run more than a dozen detailed reports on call activity
and telephone usage in Strata CS. Y ou run reports on both queue calls and activity that has
nothing to do with queues, such as general user and trunk usage. By carefully tracking the
relevant call activity, you can quickly identify how effectively your phone systemis being used
by agents, queues, or trunks.

With the Call Center Reporter, you can analyze data from both types of Strata CS call
distribution systems—call center queues and ACD workgroups. Y ou can also analyze general
system data not related to call distribution systems, such as the activity on your trunks.

Y ou can configure each report to show information over any time period, from asingle day to
months or even years.

Important notes

m You cannot run reports on time periods for which you have archived the Call Log.
Archiving removes information from the Strata CS database and makes it unavailable for
reports.

m Ifyou are running the Call Center Reporter on a computer other than the Strata CS Server
computer, make sure that the clocks on the two computers are synchronized. All report
times and dates are based on the clock of the local PC.

Call Center Reporter requirements
To run the Call Center Reporter, you need the following:

= Microsoft Excel 2000, XP or 2003 installed on your system. Strata CS uses Excel to
display reports. Excel 97 is not supported.

= Permission to run reports. Y ou must have the permission Access Call Center Reporter
set to Allow. See Srata CS Administrator Manual for instructions on setting
permissions.

= One Reporter license.

Reporting on data from an earlier version of Strata CS

Some reports cannot include data from earlier versions of Strata CS. When you run those
reports, you see only data since the date of your upgrade, even if you select atime range that
begins earlier. The table in the next section shows which reports can and cannot report on data
from earlier versions of Strata CS.
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Running areport
The following steps describe how to start the Call Center Reporter and run a report.
To run some reports, you must first define general Reporter Options. See “ Setting general

Reporter options’ on page 7-7.

Note: You can run reports on public workgroups only, not personal workgroups. To run a report
on an ACD workgroup, select the name of the ACD workgroup user.

1.

Do one of the following:
= In Strata CS ViewPoint, choose Tools > Reports.

= Runthe program TVReporter . exe. If you start the Reporter using this method you
must log on using your user name and password. By default, the full path for this

fileis:

C:\Program Files\Strata CS\Client\Reporter\TVReporter.exe

The Strata CS Call Center Reporter dialog box opens.

[f1 Strata CS Call Center Reporter [-[O[x]
File Took Help

@k | xe |7
R

&

N Ag & 5

5] E) 3
Agent Performance Trends [ B/2E/2003 3:12:44 PM S Byhour day. o
Agent Performance: Trends by Queue [ Agent B/26/2003 3:12:44 PM 2 Eyhour, day, 0
Awerage wait Time and Call Volurme by Time of Day g Queus B/26/2003 3:12:44 PM 5 By hour, shows
Call Center Queue Information [ Spstem  B/26/2003 %1245 FM 2 Shows all vital
Call Log [ User B/26/2003 9:12:48 PM 5 By date rangs,
Call Summary ;j Billing 672672003 3:12:48 PM B Shaws the nur
Call Summary wircless external 2 ] B/2/2002 1:46:47 PM
Call Trends [} Queue  B/26/2003 31246 PM & By hour, day. o
Call Valume by Account Code [ Biling B/26/2003 312:48 PM 5 By Account Co
Call Volume by |dentified Caller [ User B/26/2003 3:12:45 PM 2 By contact, she
Cunulative Calls and Average Tak Time by Agent §3 Agent  B/26/2003 31246 PM 2 By agent, shon
Custom Data [ User B/26/2003 312:46 PM 2 Total calls and
Grouped Service Level g Callr B/26/2003 3:12:48 PM 5 Showsthe X o
Inbound Call Dutcome Trends [ Caller B/2E/2003 3:12:4E PM S Byhour day. o
Inbound CallVolume Trends N IQueuE B/26/2003 3.12:46 PM 2 Eyhour,day, 0 ¥
4 »

Description:

Shows an agent's activity history by displaying a row for every change in agent state, and haw long the agent spent in each state. far
all the queues to which the agent belongs.

[ [ Miri Anatolia v

In the Report column, double-click the name of the report that you want to run. The
report template opensin Microsoft Excel and shows data according to the options most

recently set for that report.

If the following prompt regarding macros appears while Excel is opening, check
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Always trust macros from this source. Then click Enable Macros.
Security Warning (2]

Call Center Queue Information. xt

conkains macros by

Artisoft, Incorporated _Det;alls;__‘j

Macros may conkain viruses, It is always safe to disable macros, but if
the macros are legitimate, you might lose some functionality

V! Abways brust macros From this source.

Enable Macros | More Infa 1

3. The Options dialog box for the selected report should appear. If not, you can click
Report Options on the Excel Reporter toolbar. See “Using the Call Center Reporter
toolbar in Excel” on page 7-4. Enter information in thefields of the Options dial og box
to specify the parameters of the report. See “Using report options” on page 7-8 for
more information.

Click OK. The report runs and appearsin Excel.
Use Excel’ s options to view the report in graphical or spreadsheet format.

The Reports dial og box remains open. To run another report, double-click another report name
in the Reports dial og box.

Viewing report headers and footers

Y ou must have a printer installed on your computer in order to view the headers and footers on
reports. The headers and footers include such data as report title, agent and queue name, date
range, date printed, and the days of the week for the report. If you do not have aprinter (local or
network) configured on your computer, the headers and footers will be blank.

Using the Call Center Reporter toolbar in Excel

Strata CS makes Call Center Reporter options available to you from within Excel on a Reporter
toolbar. To display the Call Center Reporter Toolbar in Excel, choose View > Toolbars > Call
Center Reporter Toolbar.

J [} Mews Strata CS Report E[r,-] Report Options Refresh Report | R Help ‘

Note: Forthe Call Center Reporter toolbar to be available, you must have opened a report from
the Strata CS Call Center Reporter dialog box.
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The Call Center Reporter toolbar offers buttons for the commands listed in the following table.

Call Center Reporter toolbar buttons

0 New Strata CS Report. Opens the Reports
dialog box or brings it to the front if it is
already open, so that you can select a
report to run. See “Running a report” on
page 7-3.

Report Options. Opens the Report
Options dialog box for the report currently
showing, so that you can change the
report parameters and run the report
again.

Iz1

Refresh Report. Runs the report again

= with the same options as were used to
generate the current report. Use to
update the report with the latest data.

? Help. Opens the Strata CS Call Center
Reporter online Help.

Shared and local reports
Reports can be either shared or local, asfollows:

m Shared reports are stored on the Strata CS Server computer and can be run from any
Strata CS ViewPoint workstation. Shared reports are indicated in the Reporter dialog
box by [7 or J® in the Shared/Data column.

The default path for shared reports on the Server computer is
C:\Program Files\Strata CS Server\Reports

m Local reports are stored on Strata CS ViewPoint computer and can only be run from
that computer. Local reports are indicated in the Reports dialog box by in the
Shared/Data column.

The default path for local reportsis
C:\Program Files\Strata CS\Client\Reporter\Reports

The reports that come with Strata CS are all shared reports.
To share a local report

1. Select thereport in the Reports dialog box.
2. ChooseFile > Share.

After sharing areport, click the Refresh button on the Reports dialog box toolbar ( ) tosee
the shared report in the Reports dialog box.
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Do not edit local Strata CS report templates

Strata CS maintains template (.XLT) filesfor its reports on the local computer for itsinternal
use. Do not modify these as a means of editing the Strata CS reports. If you do, your changes
will be lost, because Strata CS regularly overwrites the reports.

Tomodify areport template, savethe XL T filewith adifferent name so that it isnot overwritten
by the Reporter.

Reporting on internal calls

Whether or not your reports include internal (station-to-station) calls depends on whether you
arelogging that data. To specify whether or not you arelogging internal calls, do the following:

1. Inthe Administrator, choose Tools > System Settings.
2. Click theCall Log and Trunk Log tab.
3. Tologinterna cals, select Log internal calls.
To stop logging internal calls, clear the check box.
4. Click OK.

Reporting on outbound call center calls
For agents' outbound calls to appear in reports, the agents must mark their outbound calls as
calsthat are placed from the call center. See “Placing calls from a queue” on page 4-8 and
“Placing ACD workgroup calls’ on page 6-16.

Backups of original reports
Because auser can accidentally overwrite a shared report by sharing one of hisown reportswith
the same name, backup copies of the original Strata CS report templates are provided in the
Reports_backup directory in the Strata CS Server directory.
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Setting general Reporter options

Some reportswill not run unless you have set general Reporter options. To set general Reporter
options, you must have Administrator permissions.

1.

From the Reporter, choose Tools > Options. The Options dialog box opens.

[® Options E

—Toll free options

Enter toll free or local area codesfexchanges separated by commas:
500,866,577, 555 =]

|

Example: 800, 77, 617, 508452, 508673

—In-state options

Label For in-state category: IIn-state

Enter in-state area codes/exchanges separated by commas:

425 ;I

Example: 617, 978, 508452, 508673

r—(Criteria For counting outbound calls

Minimum outbound number length: IID digits
Minimum outbound call duration: |3 seconds

OF I Cancel | Help |

Under Toll-free options, enter the prefixes of phone numbersthat are freeto dial from
thelocal Strata CS Server. These include your local area code aswell as any toll-free
area codes such as 800 and 888. Separate entries with commas. Y ou do not need to
enter long-distance prefix digits, such asthe“1” inthe U.S.

If your entire local areacodeis not free, you can enter each free exchange as the area
code plus exchange, for example 508452, 508673.

Under In-state options, usethe following fieldsto define how in-state calls appear on
the outbound call reports:

= Label forin-state category. Typethe namefor in-state callsthat will appear on the
x-axis of reports that use this option.

m Enter in-state... Enter alist of area code and exchanges that are in your State but
not free, for example areacodesin your State other than your local one. Y ou do not
need to enter long-distance prefix digits, such asthe“1” in the U.S.

Under Criteria for counting outbound calls, use the following fields to define which
calls are counted as “outbound” by outbound call reports:

= Minimum number length. In North Americathisfield should beleft at 10 so that
the reports pick up all long-distance calls. Further filtering, for example for the
Outbound Long Distance Summary report, will be provided by the toll-free and
in-state fields above.
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Using report options

m Minimum call duration. Thisfield helps you ensure that the reports count only
outbound calls that were connected. Y ou can adjust the setting as desired. A setting
of 1 second is generally sufficient to include all connected calls.

Callsthat do not meet these criteria are not counted as “outbound calls’ by the
Reporter, and are not included on the outbound call reports.

Click OK.

The Options dialog box appears automatically whenever you run areport, letting you specify
the parameters for the report. Y ou can aso click Report Options on the Reporter toolbar to
change areport’ s parameters and run it again, for example, with a different date range. The
following figure shows the Report Options dialog box for the Agent Performance Trends by

Queue report.
Queue: [] =l
Agent: | =l
Periad: | 3]
St | 5 /18/2001 [
End [[5 1872001 H
Interval | =l
ok | cwes | e |

The following options are available for most reports:

Queue. Select the queue on which you want to run the report.
Agent. Select the agent on whom you want to run the report.

Period. Select the time frame for which you want to report. Use the Start and End fields
for custom time frames.

Interval. Select the length of timereflected by the report, such as hours, days, or months.
The time periods appear on the x-axis of the report.

Click OK in the Report Options dialog box to run the report according to the options that you
selected.
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Report Options for the Trunk Performance report

The Trunk Performance report has specific fields that do not appear in the Options dial og box
for other reports.

Report: Trunk Performancel Days
[V Maonday [ Saturday
Trunks: I | I Tugsday I Sunday
[ Wednesday
[ Thursday
Feriod I ﬂ I Friday
Sart I—J
e [
oK I Cancel | Help |

Under Trunks, enter the Strata CS trunk numbers of the trunks on which you want to report. Use
hyphens to indicate a range of trunks and commas to separate individual trunk numbers or a
series of trunk ranges. The following examples are al valid entries:

s 1,23

s 1-10

= 1-10, 15-20

= 1, 4,5,10-20, 25-30, 40
Do not use overlapping trunk ranges, such as 1-10, 9-15. Be sure to use commas, not semicolons,
to separate entries.

Under Days, check each day of theweek for which you want trunk usage reported. For example,
to report on weekday trunk performance, check each day except Saturday and Sunday .

Under Period, select adate range aswith other reports (see the previous section). The report will
cover thetimefromthefirst call through the selected trunkswithin the date range, to thelast call
through the selected trunks within the date range. The report ignores calls made before the
upgrade to Strata CS 4.0.

Using the Excel tabs
Most Strata CS reports contain the following tabs in Excel:

= Report. A graphical presentation of the data.
m Data. A numerical presentation of the data.
m Report Options. A worksheet showing the options selected for the report.
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Totals on the Data tab
Sometimes totals on the Data tab appear to be inaccurate. Thisis usually due to the way Excel
presents numbers, rounding them to the number of displayed digits. Thetotal isalways formed
by taking the sum of the complete numbers, then rounding. For example:

Displayed Complete
numbers numbers

6.47 6.4650
5.87 5.8699
Totals 12.33 12.3349

Using the Report Options tab in Excel
Most users should not try to change the report parameters by changing the data on the Report
Optionstab. Instead, click Report Options on the Reporter toolbar and enter new parametersin
the Options dialog box, as described earlier in this section.

The Report Options tab in Excel is for those who want to print out the full workbook, with a
record of the selected options. Macro writersand other skilled spreadsheet users can aso usethe
tab to generate reports without using the Strata CS Report Options dialog box.

Printing and scheduling reports with the Report Runner

The Report Runner enables you to create a desktop shortcut for running and printing a report.
Y ou can then run the report just by clicking the shortcut. Y ou can choose whether to send the
report to a printer or afile.

Y ou can also use the Windows Task Scheduler to run the Report Runner at any timeand interval
you choose. See Windows Online Help for the Task Scheduler for more information.

To create a Report Runner shortcut for running a report

1. Create ashortcut to the Report Runner file, Tvrrun. exe. The default location for the
Report Runner fileis:

C:\Program Files\Strata CS\Client\reporter\Tvrrun.exe
For instructions on creating a shortcut, see your Microsoft Windows documentation.
Right-click the shortcut and choose Properties.
3. IntheTarget field, add the following after the path:
m The path to the .xIsfile of the report you want to run.
= (optional) -C to send the chart report to your default printer.
= (optional) -T to send the data report to your default printer.
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= (optional) -S<output file>to print thereport to afile. If you do not specify an output
file, the new report overwrites the source .xIsfile. Note: Do not use quotes around
thefile path.

See the next section for examples of the Target statement.
4. Click OK.

Examples of the shortcut Target statement
The following are examples of how the shortcut’s Target field might look:
m C:\Program Files\Strata CS\Client\reporter\Reports\Tvrrun.exe C:\Program Files\Strata

CS\Client\reporter\Reports\
Wait by Outcomel.xls -C

The chart for the Wait by Outcomel.xlIs report is sent to the printer.

m C:\Program Files\Strata CS\Client\reporter\Reports\Tvrrun.exe C:\Program Files\Strata
Cs\Client\reporter\Reports\Trunk Performance.xls -C -T
The chart and the data sheet for the Trunk Performance Report are sent to the printer.

m C:\Program Files\Strata CS\Client\reporter\Reports\Tvrrun.exe C:\Program Files\Strata
CS\Client\reporter\Reports\User Activity.xls -S

The xIsfile of the User Activity report is overwritten with the new report.

m C:\Program Files\Strata CS\Client\reporter\Reports\Tvrrun.exe C:\Program Files\Strata
CS\Client\reporter\Reports\User Activity.xls -S C:\Program Files\Strata
cS\Client\reporter\Reports\Fred Sanders.xls
The User Activity report is written to the file Fred_Sanders.xIsin the Reports directory
(Note no quotes around the file path).

Running the Report Runner without a command line statement

If you run the file Tvrrun. exe without modifying its command line, the system opens a Help
topic that explains the Report Runner commands.

4 Report Runner E

The Report Runner command line switches determine how a report iz printed and saved after
being run by the Report Runner.

Syntax:  tvrunexe InputFile -C -T -5 DOutputFile

Input File Fequired Fath and filename of a Strata C5 Report workbook
[.ul file] .

- Optional Frint the chart

-T Optional Frint the tabular report

-5 Output File Optional Save the report. |F no Output File is specified, the

Input File will be ovenwritten.

Example: c:Mvreportsibviun exe o h\vreportsiiwait by Outcomel . xls -C-T -5

In the above example, the ‘Wait by Outcome report is run, the chart and tabular report are
printed, and the input fil is replaced with the new repart.
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List of reports

Y ou can produce the reports listed in the following table. For detailed examples of the reports,
see the sections referenced in the table.

Call Center Reports

Requires data

Name Description from this version
or higher
Shows an agent’s activity history by
Activity History by Agent displaying a row for every change in
report agent state, and how long the agent 5.0
(see page 7-17) spent in each state, for all the queues

to which the agent belongs.

Shows a history of all of the agent
activity in a queue by displaying a row
for every change in agent state, and
how long each agent in the queue
spent in each state. Shows data for
all agent activity in the queue.

Activity History by Queue
report
(see page 7-19)

5.0

Shows the number of calls an agent
made or received and the agent’s 4.0
average talk time.

Agent Call Trends report
(see page 7-21)

By hour, day, or any time interval,

Agent Performance Trends
shows number of calls an agent

by Queue report made or received while working in a 3.5
(see page 7-22) .

queue and average talk time.

By hour, day, or any time interval,
Agent State Summary report  shows the amount of time an agent

. 4.0

(see page 7-23) spent in each state for each queue to

which he or she belonged.
Agent State Summary by By hour, day, or any time interval,
Queue report shows the amount of time each agent 4.0
(see page 7-24) spent in each state for a queue.
Average Wait Time and Call By hour, shows average wait time
Volume by Time of Day report and inbound call volume for a queue 4.0
(see page 7-25) or workgroup.
Call Center Queue Lists all general information for each
Information report queue in your system, including a list 3.5
(see page 7-26) of all agents and their settings.
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Call Center Reports

Requires data

Name Description from this version
or higher
By any time interval, shows all the
information that appears in the Call
Call Log report Log for the entire system or the
. 3.5
(see page 7-27) selected user or queue, in a
spreadsheet form that is easy to sort
or filter.
By any time interval, reports on all of
Call Transfer report the calls that a user or queue 6.0
transferred to other entities.
Call Trends report By hour, day, or any time interval,
shows total outbound calls made by 3.5
(see page 7-30) .
agents in a queue.
By extension or workgroup, shows
Call Summary report the total number of calls and the 5.0
(see page 7-28) .
average duration of calls placed.
By account code, shows the number
Call Volume by Account Code of inbound and outbound calls made
report using each account code and the 4.0
(see page 7-31) total talk time, for a user, queue,
workgroup, or all calls in the system.
By Strata CS contact, shows total
calls a user, queue, or workgroup
received and average talk duration.
Call Volume by Identified For example, if you create(_j 5
contacts, each to track a different
Caller report . . 4.0
(see page 7-32) promotional advertisement code
(using PIN numbers to identify each
contact), this report would show how
many people called for each
promotion.
isgglaet'¥:|f_?_li::gd Agent By agent, shows total calls made and
g y A9 received and average talk time for 3.5

report
(see page 7-33)

any queue or workgroup.
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Call Center Reports

Requires data

Name Description from this version
or higher
Total calls and average talk time
associated with calls from a user,
gueue, or all system calls, that are
identified by a specific custom data
variable. For example, an auto
Custom Data attendant could be configured to set 4.0
(see page 7-34) the “Product” custom variable to ’
“Apples” or “Oranges” based on the
menu choice selected. This report
would show how many callers
selected Apples versus Oranges, and
the average length of those calls.
Grouped Service Level report By_ﬂv_e-second increments, shows
wait time for all calls that were 6.0
(see page 7-35)
answered by a user..
By hour, day, or any time interval,
Inbound Call Outcome shows total calls handled by one
Trends report agent, multiple agents, abandoned, 4.0
(see page 7-36) sent to voice mail, and the total
number of calls for any queue.
Inbound Call Volume Trends By hour, day, or any time interval,
shows the total calls a queue
report . o 4.0
received, average wait time, and
(see page 7-37) | e
ongest wait time.
Outbound Call Comparison Shows the number and dur_at|on of
outbound calls in the following
report o 5.0
(see page 7-38) categories: In-state, Toll-free, and
Other.
Outbound Calls by Phone Shows the number and duration of
Number report outbound calls placed to prefxes that 5.0
(see page 7-39) you specify, for example 800 or 212.
Outbound Long Distance By any time interval, shows your
Summary report outbound long-distance phone traffic 5.0

(see page 7-40)

and estimates your phone bill.
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Call Center Reports

Name

Description

Requires data
from this version
or higher

Queue Comparison report
(see page 7-42)

Compares all queues on total number
of calls, average wait time, and total
calls handled, abandoned, and sent
to voice mail. For example, you can
see how well your sales queue
performs compared to your technical
support queue.

4.0

Service Level report
(see page 7-43)

By wait time, shows the percentage
of calls answered, abandoned, or
sent to voice mail during a time range
for a queue.

4.0

Trunk Performance report
(see page 7-44)

By hour, shows the average number
of inbound and outbound calls
handled by the trunks you specify
and the percentage of these trunks in
use. Tells you if you need to add or
remove trunks from your Strata CS
Call Center Administrator Guide
system, and can also help you predict
future trunk performance.

4.0

Trunk Usage report
(see page 7-46)

By any time interval, reports on all
trunks within a dialing service in
terms of the amount of time the
trunks were busy.

5.0

Unanswered Calls During
Business Hours report
(see page 7-47)

By any time interval, shows inbound
calls during your Strata CS business
hours that were not answered by a
user..

5.0

User Activity report
(see page 7-48)

Pie charts showing the percentage of
an agent'’s time spent in active versus
other statuses. Shows the kinds of
calls that make up the active calls.

4.0

User Call Trends report
(see page 7-49)

Shows the number of calls a user
made or received and the user’s
average talk time..

5.0
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Call Center Reports

Requires data

Name Description from this version
or higher
By hour, day, or any time interval,
Wait by Outcome report shows how long callers waited before 40
(see page 7-50) their calls were handled, abandoned, '

or sent to voice mail.
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Activity History by Agent report

The Activity History by Agent report displays arow for every change in agent state, and how
long the agent spent in each state, for all the queues to which the agent belongs.

Note: This report can return a very large amount of data, so you should run it for only the date
range that you need, otherwise it could affect network performance.

EA Microsoft Excel - Activity History by Agent1

J File Edit View Insert Format Tools Data Window Help

KD w [u

e = 5 &l sl|ﬂ.@ 0% - [3) .
BIU|_§§|$/, 0%
[—;]Report Options .Refresh Report | ‘? Help. |J » @ Security...

4-_

|0
JArlaI - 10 -
J

D Mew TeleVantage Report

E =|

A | B | C D |
Time Queue State Duration
1 | = > [
| 2 |6/3/2002 9:13:12 AM Sales Call Center Standby 0:00:21
| 3 |B/3/2002 5:13:33 A Sales Call Center Active authound 0:05:36
| 4 |6/3/2002 9:19:03 AM Ready 0:01:13
| 5 |6/3/2002 9:20:22 AM Standby 0:05:09
| B |6/3/2002 9:26:31 AM Standby 0:00:22
| 7 |6/3/2002 9:26:53 AM Ready 0:00:09
| B |6/3/2002 9:27:02 AM Standby 0:00:28
| 9 |6/3/2002 9:27:30 AM Ready 0:01:35
| 10 |5/3/2002 5:25:05 A Sales Call Center Standby 0:00:13

44| ¥ [M[\Data { Totals 4 Report Options

Ready

Reading this report
Thisreport isin dataform only. It shows the following data by column:
= Time. Date/time at which the agent changed state.

= Queue. Name of the queue in which this state change was made. A blank cell indicates
that the change applied to al queuesin which the agent was a member.

m State. The state to which the agent changed. For an explanation of states see“The
Agents pane”’ on page 5-3.
m Duration. How long the agent remained in the state.

Filtering the report

To view al the entries of one type only, click the arrow button in any column header and select
the element you want to view. Thereport isfiltered to display only the recordsfor that element.
For example, you could filter by the State column for “ Standby” to see how many times the
agent was checking voice mail, on break or on a non-queue call.
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Activity History by Agent worksheet totals
To view performance subtotals for the agent, click the Totals tab at the bottom of the report.

icrosoft Excel - Activity History by Queuel

File Edit W¥iew Insert Format Tools Data Window Help
Al Z
9= A8 sl|ﬂ‘gw°% - 0.

BESSRY RIS - -

| -0 -BruUulSE=E=E %%, @3 = - A
Mew TeleVantage Report E[—;] Report Options Refresh Report | ‘? Help. |J » @ Security... '}@ M | [+
B0 -] =|
A E [ T [ D [ E | F | G

Date Inbound Calls  OQuthound Calls  Totals Calls Inbound Talk Time Outhound Talk Time Total Talk
B/3£2002 7 104 111 0:21:12 56822 B:
B/4£2002 5 131 136 0:28:36 8:50:46 9
B/A£2002 9 17 126 0:27:53 6:29:13 B:
B/B£2002 8 83 N 0:36:06 21123 o
B/7£2002 9 18 127 0:17:33 6:52:22 7
Totals 38 553 591 2:11:20 33:23:06 35:

The worksheet for the Activity History by Agent report displays the following statistics for the
agent for each date in the date range:

Inbound calls. Total number of inbound calls

Outbound calls. Total number of outbound calls.

Total calls. Total number of callsincluding inbound and outbound.
Inbound talk time. Total talk time plus wrap-up time for inbound calls.
Outbound talk time. Total talk time plus wrap-up time for outbound calls.
Total talk time. Total talk time plus wrap-up time for all calls.

Avg. talk time 1B. Average talk time plus wrap-up time for inbound calls.
Avg. talk time OB. Average talk time plus wrap-up time for outbound calls.
Average talk time. Average talk time plus wrap-up time for al calls.

First Activity. Time of the agents’ first state change that day.

Last Activity. Time of the agents' last state change that day.

First Queue Call. Time of the agent’sfirst queue call that day.

Last Queue Call. Time of the agent’s last queue call that day.
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Activity History by Queue report

TheActivity History by Queue report showsarow for every changein agent state, and how long
each agent in the queue spent in each State.

This report can return a very large amount of data, so you should run it for only the date range
that you need, otherwise it could affect network performance.

EA Microsoft Excel - Activity History by Queuel

J File Edit Wiew Insert Format Tools Data Window Help
DEeEHa8RY|smad o o [@z sl @me o -2,
| aial -0 -BzUS=E=EH$ %, @3 = - B A -
J [ Mew Teleantage Report | E[—;] Report Options Refresh Report | ‘? Help. |J p @ Security... '}@ M | [+
G4 = =|
A [ B [ C D [
Time Agent State Duration
1 Rl - - -
| 2 |6/3/2002 9:08:37 AM Phil Everman Ready 0:00:03 F
| 3 |B/3/2002 5:05:40 A Fhil Ewverman Standby 0:00:42
| 4 |B/3/2002 5:05:22 A Fhil Ewverman Feady 0:00:03
| & |B/3/2002 5:05:25 A Fhil Ewverman Standby 0:00:23
| B |B/3/2002 5:05:458 A Fhil Ewverman Feady 0:00:11
| 7 |B/3/2002 5:05:55 A Fhil Ewverman Standby 0:00:23
| 8 |B/32002 5:10:27 A Fhil Ewverman Feady 0:00:01
| 9 |B/3/2002 5:10:28 A Fhil Ewverman Standby 0:00.02
| 10 |5/3/2002 5:10:30 A Fhil Ewverman Feady 0:26:00
| 11 |6/3/2002 9:10:36 AM Cathy Reynaud Standby 0:12:11 Ca
| 12 |6/3/2002 9:12:40 AM Pat Ernst Standby 0:00:22
| 13 |B/3/2002 5:13:02 A Fat Emst Feady 0:00:01
| 14 |B/3/2002 5:13:03 A Fat Emst Standby 0:07:13
15 |6/3/2002 9:13:12 AM Darla Chocksaw Standhby 0:00:21 Dar
4] 4] [¥il\pata {Totels { Report Gptions /

Reading this report
Thisreport isin dataform only. It shows the following data by column:
= Time. Date/time at which the agent changed state.

= Agent. Agent’sname. Thefirst and last activity of each day isdisplayed in bold face for
each agent.

m State. The state to which the agent changed. For an explanation of states see“The
Agents pane”’ on page 5-3.

= Duration. How long the agent remained in the state.

m Signed in/out. Displays when an agent signed in or out of the queue.

Filtering the report

To view al the entries of onetype only, click the arrow button in any column header and select
the element you want to view. The report isfiltered to display only the recordsfor that element.
For example, you could filter by The Agent column for “Melody Altan” to see the activity of
that agent only.
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Activity History by Queue worksheet totals

To view performance subtotals for each agent and totals for the queue as awhole, click the
Totalstab at the bottom of the report.

icrosoft Excel - Activity History by Queuel

File Edit W¥iew Insert Format Tools Data Window Help
Al Z
9= A8 sl|ﬂ‘gw°% - 0.

BESSRY RIS - -

| -0 -BruUulSE=E=E %%, @3 = - DA
Mew TeleVantage Report E[—;] Report Options Refresh Report | ‘? Help. |J » @ Security... | ] '}@ M | [+
B0 -] =|
A E [ T [ D [ E | F | G

Date Inbound Calls  OQuthound Calls  Totals Calls Inbound Talk Time Outhound Talk Time Total Talk
B/3£2002 7 104 111 0:21:12 56822 B:
B/4£2002 5 131 136 0:28:36 8:50:46 9
B/A£2002 9 17 126 0:27:53 6:29:13 B:
B/B£2002 8 83 N 0:36:06 21123 o
B/7£2002 9 18 127 0:17:33 6:52:22 7
Totals 38 553 591 2:11:20 33:23:06 35:

The Totals sheet for the Activity History by Queue report displays the following statistics for
each agent and for the queue as awhole;

= Inbound calls. Total number of inbound calls.

m Outbound calls. Total number of outbound calls.

m Total calls. Total number of callsincluding inbound and outbound.

m Inbound talk time. Total talk time plus wrap-up time for inbound calls.

= Outbound talk time. Total talk time plus wrap-up time for outbound calls.
m Total talk time. Total talk time and wrap-up time for all calls.

m Avg. talk time IB. Average talk time plus wrap-up time for inbound calls.

m Avg. talk time OB. Average talk time plus wrap-up time for outbound calls.

m Average talk time. Average talk time plus wrap-up time for al calls.
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Agent Call Trends report

The Agent Call Trends report displays the number of inbound and outbound calls an agent
handled, with the average talk time for each category.

Agent Call Trends - Jan Dowen
{2/25/2004 - 2125/2004)
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Talk Time

||:|Inh0und Calls mmmm Outhound Calls —&— Average Talk Time Inbound (minutes) —s—Average Talk Time Outbound (minutes) |

Reading this report
The following fields appear in this report:
m Time interval. Displays as the x-axis of the report.
m Calls. The number of calls. Displays as the y-axis of the report.
= Inbound calls / Outbound calls. Displays as different-colored bars.

m Average talk time Inbound/Outbound. In minutes. Displays as two lines.
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Agent Performance Trends by Queue report

The Agent Performance Trends by Queue report shows the number of calls a user made or
received for a particular queue and the average talk time. Personal calls—those sent directly to
or madefrom the user’ s extension—are not included. Station-to-station callsare notincluded in
this report unless the Administrator selects the Log Interna Calls option.

Agent Performance Trends by Queue - Agent's Name

{1/1/2001 - 12/31/2001)
160 1 800

7.00

6,00

L 500

¢ 4.00 Talk Tirre

L300

S A i AR

Wenks
LEIIrRand calls Il Oulbound calis - Average talk time inbound (minutes) —=- Average talk time outbound {minutes) |

Reading this report
The following fields appear in this report:
m Interval. Displays as the x-axis of the report.

m Total number of calls. Displays as stacked bars, one bar for inbound calls and one bar
for outbound calls. Read against the left y-axis of the report.

m Average talk time. Displays astwo lines, one for inbound calls and one for outbound
calls. Read against the right y-axis of the report.
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Agent State Summary report

The Agent State Summary report shows how much time an agent spent in each state, with
separate displaysfor each queue to which the agent belonged. For an explanation of agent states,
See page 5-5.

90.00
§0.00
70.00
60.00
50.00
40.00
30.00
20.00
10.00

0.00

Total Duration {minutes)

Agent State Summary - Jan Dowen
(2/26/12004 - 2126/2004)

E—

Cust Serv Call Center

Sales Call Center

THL SMQ WRM Queue

O Signed out
O Mo answer

H Ready O Standby
| Active inbound m Active outhound

OWrap-up inbound  m Offering
mWrap-up outbound m Dialing

Reading this report

The Total duration (minutes) chart, on the y-axis of the report, shows the total length of time

the agent spent in al states for each queue.

The x-axis of the report shows each queue asabar with acolor breakdown representing thetime
spent in each state within that queue. Use the Data tab of the report to see a precise breakdown
of how much time the agent spent in each state per queue.
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Agent State Summary by Queue report

The Agent State Summary by Queue report shows how much time each agent in a queue spent
in each state. For an explanation of agent states, see page 5-5.

Agent State Summary By Queue - Sales Call Center
{11112004 - 1/31/2004)
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O Signed out H Ready O Standby OWrap-up inbound  m Offering
O Mo answer | Active inbound mActive outbound  mWrap-up outbound m Dialing

Reading this report

The Total duration (minutes) chart, on the y-axis of the report, shows the total length of time
that each agent spent in all states for the queue.

The x-axis of the report shows each agent in the queue as a bar with a color breakdown
representing the time spent in each state. Use the Data tab of the report to see a precise
breakdown of how much time each agent spent in each state.
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Average Wait Time and Call Volume by Time of Day report

The Average Wait Time and Call Volume by Time of Day report shows the average time that
callers waited and the average call volume for all inbound calls to a queue or workgroup,
displayed by time of day.

Average Wait Time and Call Volume by Time of Day - Tech Support

(7/1/2001 - 7/31/2001) - Mon, Tue, Wed, Thu, Fri
8 - 400

Call Volume Wiait Time

Time of Cay

B Average Call Volume —— Average Wait Time IrIiu.t:s)l

Reading this report
The following fields appear in this report:
= Time of Day. Displays as the x-axis of the report.

m Average Call Volume. The average number of callsfor each hour. Displaysasabar for
that hour. Read against the left y-axis of the report.

m Average Wait Time. Thetime from arrival of the call in the Strata CS system until an
agent answered the call, averaged for all the callsin each hour. Displays asaline. Read
against the right y-axis of the report.

Note: Calls are logged under the hour in which they arrive in Strata CS, not the hour in which
they are answered. For example, if a call arrives at 1:59 and is answered at 2:01, it is included in
the 1:00 group.
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Call Center Queue Information report

The Call Center Queue Information report shows general information about each queuein your
system, including alist of agents and their current settings. Use this report to get a snapshot of
aqueue’s setup without using the Administrator.

E3Microsoft Excel - Call Center Queue Informationl

J@ File Edit Wew Insert Format Tools Data Window Help

ID2RS|SR¥|s2BRS oo | = A &5 S w0 -0,

| aria o B ruls==8s %, B4[EE] A
J [ Mew TeleVantage Report | E[—;] Report Options Refresh Report | ‘? Halg| J » @ Security. | ‘E % .Q_g. @B
ARG ~| =]
A | B B \ D [ E \ F
1 Queue Extension DID Distribution Comments Mailbox % F
| 31 |Sales Call Center G092 Round rabin Sales Call Center 213
32
1 33 Agent Ex i Signed In Observer Record Nth C
Sarah Cowell 1m Yes Mo
El
135 | John Hartie 180 Yes Mo
Melisga Amion 110 Yes Mo
35
37 Aran Storm 12 Yes Mo

Reading this report

Thisreport isin dataform only. For each queue, it shows general information about the queue
on the top line. Below the queuelineg, it shows the following information for each agent in the
queue:

m Extension. The agents’ extension.

m Signed in. Whether or not the agent can receive calls from the queue. See “Signing in
and out of aqueue’ on page 4-5.

m Observer. Whether or not the agent is an observer. Observer agents can monitor the
queue without being seen by other agents. See “ Adding agents to the queue” on
page 2-11.

= Record Nth Call. How often Strata CS automatically records the agent’s queue calls.
m Permissions. The agent’s permissions. See “Agent permissions’ on page 2-14.

m Skills. Whether the agent isa primary or overflow agent. See “ Setting up overflow
agents’ on page 2-24. An overflow skill of O indicatesaprimary agent. A number above
0 indicates the agent’s overflow tier.
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Call Log report

The Call Log report shows all the information that appearsin the Call Log for auser or aqueue,
in aspreadsheet form that is easy to sort or filter. Using Microsoft Excel’ s drop-down filtering
tools, you can filter by any column to seejust the calls you want.

Note: By default you can report only on your Call Log and all Call Logs that are shown to you in
ViewPoint (for example, a queue’s Call Log if you have permission to view it, and any Call Logs
that have been shared with you). To report on any Call Log, you must have the Strata CS
permission Report on all call logs set to Allow. See Strata CS Administrator Manual.

| =[ <na=
E [ F I H N hl
Start Time End Time Duration Result _ILeft MiNo Org Acci Answered By
1 - - - - |~ =] +

| 35 1011472002 7:06:29 PR 101142002 7:068:23 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 36 101472002 7:62:26 PR 10M142002 7:52:26 PR 00:00:00  Supervised transfer Mo Tech Support Afte
| 37 10152002 9:.02:04 AW 1011552002 9:.02:04 AW 00:00:00  Supervised transfer Yes Tech Support Afte
| 38 |10/15/2002 9:21:45 AM  10/15/2002 9:22:55 AWM 00:01:10  Connected Mo Rob Simsox
| 39 |10/15/2002 9:26:40 AM  10/15/2002 9:31:53 AWM 00:05:13  To voice mail Mo Shane Wilcoh
| 40 |10/15/2002 9:38:17 AM 10/15/2002 9:35:17 AW 00:00:00  Blind transfer Mo Shane ¥Wilcoh
| 41 10152002 9:32:81 AWM 10M1502002 9:44:26 AWM 00:11:35 Ta vaice mail Mo Unknown
| 42 |10/15/2002 9:44:13 AM  10/15/2002 9:46:53 AW 00:02:40  Connected Mo Rob Simsox
| 43 101152002 9:43:41 AW 101552002 9:80:27 A 00:00:46  Connected Mo Unknown
44 101552002 2:50:33 AWM 101552002 2:55:56 AWM 00:05:23  To voice mail Mo Rob Simsox
| 45 11NARANNT G-53-47 Al AMARSNND 9-RR-A7 A nnA-14 T wnira mail M Shane Wilrnh

For adescription of the columns, seethe description of the Call Log in User Guidefor ViewPoaint
or Srata CS Administrator Manual.

Filtering Call Log data by column

To filter the report by column, click the arrow on any column header. From the drop-down list,
select the column entry that you want to display. The report shows only calls with that column
entry. Alternately, select Custom to filter by more complex criteria.

Y S|

Direction

“|iTop 10...)
{Custom,..)
_| Inbound

Cuthbound

Examples of using the filter include viewing the following:

All callswith account code 55 (Account Code column)

All inbound or all outbound calls (Direction column)

All callslonger than 30 minutes (Duration column, select Custom)
All abandoned calls (Result column)

All callsthat were automatically recorded by the queue (Recorded by Queue column)
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Call Summary report

This report shows the total number of calls and the average duration of calls placed from an
extension or aworkgroup. Y ou can choose whether the report shows internal or external calls.

Note: When internal calls is selected, the report includes users who are calling from trunks, such
as users with IP phones or users calling from remote phones and logging in.

Call Summary - Sales (Field)
(212512004 - 2i25/2004) - All Calls

18 .00
E 1500 ¥
) £
® 12 400 E
§ 10 H
3 8 - 1 300 g
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= I 100 §
1 5
. e
0 - T 0.00
06\{\ Q@} @PQ
& & ~
b < %\é@

== Murber of Calls —s— Average Duration ‘

Reading this report
The following fields appear in this report:

= Number of calls. Read against the left y-axis of the report.
m Average Duration. Displays asaline. Read against the right y-axis of the report.

The Datatab of this report shows Total Duration.
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Call Transfer report

This report shows how many calls auser or queue transferred to whom.

Call Transfer - Janice Dowan
(21112004 - 2126/2004)

Number of Transfers

a T T T T T T

Andrew Geck Greg Blano Wark Quinn Mary Ellen el Psar Man Kerpor  Tech Suppc
Fimber Call Cente

Transfer Target

Btumber of Transfers

Reading this report
The following fields appear in this report:
= Number of transfers. Read against the y-axis of the report.

m Transfer Target. Each entity transferred to appears as a bar along the x-axis of the
report.
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Call Trends report

TheCall Trendsreport showstotal number of inbound and outbound callsfor acall center queue
or an ACD workgroup by its agents. The agents must place calls asthe queue for outbound calls
to be reported (see“ Placing calls from aqueue’ on page 4-8). This report is useful for tracking
callsmade to customers or calls made during marketing campaigns. It does not include personal
calls (cals made when the outbound queue-calling feature was not activated).

Call Trends - Tech Support Call Center
(6/17/2001 - 6/23/2001)
e |

B0 16.00

70 14.00
&0 12.00

S0 10.00

Calls 4p 800 Talk Time

30 B.00
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1] 000
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|- Inbound Cals B Ouibound Cals —— Average Talk Time Inbound (min) —=— Average Talk Time Cuibound Llnirlll

Reading this report
The following fields appear in this report:
= Interval. Displays on the x-axis of the report.
m Total Outbound Calls. Displays as bars. Read against the left y-axis of the report.
m Average Talk Time. Displays asaline. Read against the right y-axis of the report.
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Call Volume by Account Code report

The Call Volume by Account Code report shows the inbound calls, total calls (inbound and
outbound), and talk time for all calls for which an agent entered an account code. Thisreportis
useful for billing customers for service given to them over the phone or for tracking marketing
campaigns.

Call Volume by Account Code - Sales Queue
(1172001 - 8/1/2001)
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Y ou can report on calls that used account codes from any of the following categories:
= All calshandled by aparticular agent or other user
= All callshandled by a queue, regardiess of the agent involved
m All calssystem-wide

Reading this report
The following fields appear in this report:
m Account code. Displays as the x-axis of the report.

= Inbound Calls and Total Calls. Displays as stacked bars for each account code. Read
against the left y-axis of the report.

m Total Talk Time for Inbound Calls. Displays as aline. Read against the right y-axis of
the report.

m Total Talk Time for All Calls. Displays asaline. Read against the right y-axis of the
report.

Note: The entire call is included in Talk Time, regardless of at what time the account code was
entered during the call.
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Call Volume by Identified Caller report

The Call Volume by Identified Caller report shows the number of callsauser or queue received
from each identified contact and the average talk time. For example, if you created 5 contacts,
each to track adifferent promotional advertisement code (using PIN #sto identify each contact)
this report would show how many people called for each promotion.

Call Volume by Identified Caller - User 104

5 T 0.45
4 L 0,40
+ 035
3 t 0,30
31 + 0.25
Calls Talk time
24 } 020
24 ' ERE]
14 + 040
o " " " ) | ooo
A" P K] » o J A
& & & & & &
o o o o o o

B Calls —— Average Talk time {minutes)
L . I

Notes

m To run the report for an ACD workgroup, select the ACD workgroup user.

m When reporting on a queue, only calls from public contacts are listed, since the queue has
no personal contacts.

m When reporting on a call center queue agent, all personal calls sent to the agent are listed,
even if someone else answered the call. Calls sent to other agents are not reported on,
even if the agent answered them.

Reading this report
The following fields appear in this report:

m Contacts. Displays on the x-axis of the report. Public and private contacts are both
listed.

m Calls. Thetotal number of calls from each contact. Displays as a bar for each contact.
Read against the left y-axis of the report.

= Average Talk Time. The average time the agent spent talking with each contact.
Displays asaline. Read against the right y-axis of the report.
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Cumulative Calls and Average Talk Time by Agent report

The Cumulative Calls and Average Tak Time by Agent report shows the total queue or
workgroup calls an agent received and made (inbound and outbound) and the average talk time.
The agent’s personal calls are not included in this report.

Cumulative Calls and Average Talk Time by Agent - Queue 1
(1/1/2001 - 8/13/2001)
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Reading this report
The following fields appear in this report:

m Agents. Displays on the x-axis of the report.
= Unknown agents. Calsinvolving users who have been deleted from Strata CS.

= Directly to voice mail. Callsthat the queue sent directly to voice mail without ringing
any agent’s phone.

= Inbound and outbound calls. Displays as stacked barsfor each agent. Read against the
left y-axis of the report.

m Average Talk Time for Inbound and Outbound Calls. Displays astwo lines. Read
against the right y-axis of the report.
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Custom Data report

The Custom Data report shows the total number of callsinvolving a specific custom data
variable, and average talk time, for a queue or user

Custom Data - Sales Call Center: Call Type
(2222004 - 2128/2004)
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Reading this report
The following fields appear in this report:

= Variable values. Different valuesfor the selected custom data variable. Displays on the
x-axis of the report.

m Calls. Displaysas barsfor each variable value. Read against the left y-axis of the report.
m Average talk time. Displays asaline. Read against the right y-axis of the report.
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Grouped Service Level report

Thisreport showswait timefor al cals, displayed in five-second groupings. Wait timeincludes
the amount of timethat the caller waited between the extension being dial ed and the user picking
up, plus any time spent in a blind transfer later in the call. Note that wait time does not include
time that the caller spent on hold, parked, or in a supervised transfer.

Grouped Service Level - All Calls
(2/26/12004 - 2126/2004)
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Reading this report
The following fields appear in this report:
= Wait Time. Displays on the x-axis of the report as five-second groupings

m % of Calls. Shows how each grouping compares as a percentage of the total number of
calls. Displays on the y-axis of the report. The total number of callsis displayed at the
bottom of the report.
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Inbound Call Outcome Trends report

The Inbound Call Outcome Trends report shows the total number of callsto a queue and how
those calls were handled, including the total calls handled by one agent, handled by multiple
agents, sent to voice mail, and abandoned.

Inbound Call Outcome Trends - Sales Call Center
(5/1/2001 - 5/31/2001)
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Reading this report
The following fields appear in this report:
m Period. Displays as the x-axis of the report.

m Calls handled by one agent, calls handled by multiple agents, calls sent to voice
mail, calls abandoned. Displays as stacked bars. Read against the |eft y-axis of the
report. For the total number of callsin each category, click the Datatab in Excedl.

Note: If the queue was configured to send calls directly to voice mail, those calls appear in a
separate Direct to Voice mail bar. The normal Voice mail category counts calls that went to
voice mail while the queue was sending calls to agents.
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Inbound Call Volume Trends report

The Inbound Call Volume Trends report shows the number of calls that a queue received, the
average time callers waited, and the longest time a caller waited.

Inbound Call Volume Trends - Sales Call Center
{1/1/2001 - 6/13/2001)
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Reading this report
The following fields appear in this report:
m Interval. Displays as the x-axis of the report.

= Inbound Calls. The total number of inbound calls. Displays as bars. Read against the
left y-axis of the report.

m Average Wait Time and Longest Wait Time. Displays as two lines. Read against the
right y-axis of the report.

Note: If the queue was configured to send calls directly to voice mail, those calls are included in
the report and are treated as having a wait time of 0.
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Outbound Call Comparison report

The Outbound Call Comparison report separates your outbound calls into three categories:
In-state, Toll-free, and Other. The In-state and Toll-free categories depend on your settingsin
the general Reporter Options dialog box (see “ Setting general Reporter options” on page 7-7).

Standard long-distance calls (calls made to non-free area codes) are included under “ Other.”

QOutbound Call Comparison - All Calls
(2/26/12004 - 2126/2004)
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Reading this report
The following fields appear in this report:

= Interval. Displays as the x-axis of the report.
= Number of Calls. Displays as bars. Read against the left y-axis of the report.
m Total Duration. Displays asaline. Read against the right y-axis of the report.
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Outbound Calls by Phone Number report

Thisreport counts the number and duration of outbound calls placed to a specified list of phone
number prefixes. Enter the prefixesin the Number prefixes field of the Options dialog box for

this report (separate prefixes with commas).

Note: If your prefixes overlap, a call can show up in more than one column. For example, if you
enter a prefix of 6 and another of 617, calls beginning with 617 will be counted in both columns.

Qutbound Calls By Phone Number - All Calls
(2222004 - 2128/2004)

200
180 S

450

160

400

140

F 350

120

F 300

100

F 250

g0

F 200

F 150

Number of Calls

60
40

- 100

20
] r—.:/./l—|

¥ Q¥ ©

||:|Numher of Calls —s— Total Duration (minutes) |

Reading this report
The following fields appear in this report:

= Number prefixes. The prefixes you entered appear as the x-axis of the report.

= Number of Calls. Displays as bars. Read against the left y-axis of the report.

m Total Duration. Displays asaline. Read against the right y-axis of the report.

Total Duration (minutes)
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Outbound Long Distance Summary report

Y ou can usethisreport to track your outbound long-distance phone traffic and estimate a phone
bill for agiven period. The chart displays the total number of outbound long distance calls and
the duration of each. The Data tab shows the estimated cost of your long distance calls.

Outbound Long Distance Summary - ABC
(61112003 - 6/7/2003)

70 180.00
_ L 160,00

L] B0 /\
= — L 140.00
S - /lk \.
s - L 12000 o
c W - 10000 2
i) [
B 3 . L8000 5
S Ls000 O
E | Faooo

101 2000

0 : : : : : . 0.00

il i i e g il iid
& & & o o i &
Days

||:|Lc|ng Distance Calls —s— Duration {minutes) |

Before running this report
Y ou cannot run this report unless your system has been set up in the following way:

= One or more Organizations are defined. See Srata CS Administrator Manual for
instructions.

m In-state area codes are defined in the Reporter Options dial og.
When setting up the Options for this report, specify the following additional fields. Y our long
distance carrier can provide you with exact numbers.

m Cost per minute. Enter the per-minute cost in dollars of your long-distance calls. For
example, enter .05 for five cents a minute.

m Costinterval in seconds. Thelength of the intervals a minute is divided into for the
purposes of calculating the cost of the call.

Reading this report
The following fields appear on this report:
Interval. Displays along the x-axis of the report.

Long Distance Calls. All outbound trunk callswhose numbersdo not begin with any of thedigit
sequences listed in the Toll free options field of the Reporter Options dialog box. Displays as
bars. Read against the | eft y-axis of the report.

Duration. Displays as aline. Read against the right y-axis of the report.
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The following fields appear on the Data tab of this report. Each istotaled at the bottom.

m Interval. Thetimeinterval chosen.

= Outbound calls. Thetotal number of outbound trunk calls, long distance or otherwise.
Note that to count as an outbound call, a call must match the Criteria for counting
outbound calls defined in the Reporter Options dialog box (see “ Setting general
Reporter options’ on page 7-7).

m Long distance calls. Thetotal number of long distance calls.
m Duration. Thetotal duration of long distance calls for each interval.

m Cost. Thetotal cost of long distance calls for each interval, based on the Cost per
minute and Cost interval in seconds data you entered.
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Queue Comparison report

The Queue Comparison report compares the performance of al queuesin terms of total number
of calls, average wait time, and the number of calls handled, abandoned, sent to voice mail, and
transferred out of the queue. For example, you can see how well the sales queue performs
compared to the technical support queue.

Queue Comparison
(21112004 - 212912004)
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Reading this report
The following fields appear in this report:
m Queues. Displays on the x-axis of the report.

= Handled, Voice mail, Abandoned, Redirected, Transferred out of Queue. Displaysas
stacked bars. Read against the |eft y-axis of the report. For the exact number of each
category and a breakdown of Voice Mail and Redirected, click the Data tab.

m Average wait time. Displaysas aline. Read against the right y-axis of the report.
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Service Level report

The Service Level report tracks wait time by showing the percentage of callsto aqueuethat has
been answered, sent to voice mail, and abandoned as wait time progresses. The total number of
callsin each category is shown in parentheses at the bottom of the report.

Service Level - Tech Support Call Center
(11172001 - 6/15/2001)

% of Calls

a 100 Z00 300 400 500 GO0 o0 BOQ
Wit Tirew (3ach

=% Answered
{out af 2213 calls)

Note: In order to plot the curve smoothly on the chart, the curve only shows 100% of the calls if
there is not a large difference between the 95th% and the 100th%. Frequently, there are a few
calls in a set of records that have an extremely long wait time before something happens to the
call. These calls can cause the plotted curve to seem very long and disproportionate. In these
cases, Strata CS plots only the top 95th% of calls (as shown in the preceding illustration).

Reading this report
The following fields appear in this report:
m Wait time. Displays on the x-axis of the report.

m % Answered. Displaysasaline. Read against the x-axis and y-axis of the report to find
what percentage of calls reached aresult by that length of wait time.
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Trunk Performance report

The Trunk Performance report shows the average number of inbound and outbound calls
handled by the trunks you specify and the percentage of those trunks that wasin use. Use this
report to see whether you need to add or remove trunks from the system. This report can also
help you to predict future trunk performance. See page 7-9 for the report options for this report.

Average Calls/Day

Note:

Trunk Performance
(818/2003 - 8/14/2003)

500 2500
450

400 2000

350 )
3.00 L1500 4
250 E
200 Linon <
160 = =
: : —
0.00 mﬂ—d—djﬂr N e \El-y—n—rr 0.00

PP I P I PIIITEFT ST S PSP LSS

@@@@@@@@@@?@? Q@Q@\Q@Q@Q@Q@Q@Q@Q@Q@Q@Q@
RO ORT g e w40 @ AT 9 @

Hour of day

||:|Inb0und Calls mmmm Outbound Calls —ie— % Trunk Usage |

This report is most meaningful when you run it on only the trunks in a single hunt group,

because then the failure rate reflects a single phone number. If you run the report for multiple
phone numbers, the failure rate is averaged between them, so a high failure rate on one phone
number might not be apparent.

Reading this report
The following fields appear on the Chart tab of this report:

Hour of Day. Displays as the x-axis of the report.

Inbound and Outbound Calls. Displays as stacked bars. Read against the left y-axis of
the report.

% Trunk Usage. Displays asaline. Read against the right y-axis of the report.
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The following fields appear on the Data tab of this report:

m Busiest Hour. The hour of the day that had the most trunks in use based on the CCS
calculation (see CCS inthislist).

m CCS. 100 call-seconds. One call-second is equivalent to 1 call that was 1 second long.

m Erlangs. A decima number showing theratio of the time during which atrunk group is
occupied to the time that the trunk group is available for calls. The Erlangsvaluein this
report is based on the Busiest Hour calculation (see Busiest Hour in thislist).

m Actual Failure Rate. The percentage of calsthat did not go through.

= Number of trunks. Initially this number equal sthe number of trunksthat you entered in
the report options. Y ou can enter different numbers and use Excel’ s calculation
functions to predict how many trunks you will need to give a desired failure rate.

m Load Increase. An expected increase in call volume. Y ou can combine this and the
Number of trunks entry to decide whether you need to add or remove trunks from your
system.

m Resulting Failure Rate. The percentage of callsthat will be abandoned after calculating
your systemwiththeNumber of Trunks and Load Increase fields. Y ou can adjust those
two values until you have your optimum failure rate.
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Trunk Usage report

The Trunk Usage report provides an easy way to report on agroup of trunks, without having to
specify individual trunk numbers asin the Trunk Performance Report. The Trunk Usage report
showsthetraffic on al trunks within aDialing Service. Y ou can report on your existing Dialing
Services, or you can define special Dialing Services for the purpose of this report, that contain
the trunks on which you want to report.

Note: This report is not restricted to calls that use the selected Dialing Service. It includes all
calls on all trunks that are part of the Dialing Service. For example, it includes inbound calls on
those trunks, even though those calls used no Dialing Service.

Trunk Usage - Phone number (Direct)
(2222004 - 2128/2004)
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Reading this report
The following fields appear on the Chart or data tab of this report:
m Interval. Displays as the x-axis of the report.

m Total Duration. Thetotal duration of al calls on the selected trunks for the interval.
Displays as stacked bars. Read against the | eft y-axis of the report.

m All Trunks Busy Duration. Theamount of time during theinterval in which all selected
trunks werein use.

m % Interval of All Trunks Busy. Thetotal al busy time divided by the interval in hours.

m Number of Calls.
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Unanswered Calls During Business Hours report

The Unanswered Calls report shows inbound calls during your Strata CS business hours that
were not answered by auser. Thisincludes calls that were answered by another extension type,
such as a queue or an auto attendant, but never picked up by a user.

Note: The report counts calls that show a Result of “Abandoned” or “To Voice Mail” in the Call
Log. Because of this, calls that a user answered and then sent to voice mail count as unanswered.

Unanswered Calls During Business Hours - All Calls
(61112003 - 6/1812003)
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Reading this report
The following fields appear on the Report tab of this report:
m Time interval. Displays as the x-axis of the report.

= Unanswered Calls. Total number of unanswered calls. Displays as stacked bars. Read
against the left y-axis of the report.

m % Unanswered Calls. Unanswered calls as a percentage of al calls. Displaysasaline.
Read against the right y-axis of the report.
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User Activity report

The User Activity report breaks down an agent’ s time by activity in pie-chart form, showing
both total activity and activity by queue.

Call Activity - Agent 1
{7/1/2001 -7/31/2001 Mo, Tu, We, Th, Fr 9:00 AM - 5:00 PM)

Call Activity

Active Details

Note: The Active Details pie chart appears only for agents in call center queues.

Reading this report

The User Activity pie chart shows the percentage of time that the user spent in each of severa
states. The following table shows how the states correspond to personal statuses and other states
for agents and non-agent users.

User Activity States and Personal Statuses

State Agent Personal Status NOIT-AEETE FErsemE
Status

Unavailable Available (Non-Queue) N/A

. Available .
Available Available (Queue Only) Available
Break On Break In a Meeting

In a personal call Out of the Office

Training In a Meeting N/A

Active In a queue call
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User Call Trends report

The User Call Trends report displays the number of inbound calls a user received and outbound
callsthe user placed, with the average talk time for each category.

User Call Trends - Chris Bronk
(22612004 - 2/12612004)
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Reading this report
The following fields appear in this report:
m Time interval. Displays as the x-axis of the report.
m Calls. The number of calls. Displays as the y-axis of the report.
= Inbound calls / Outbound calls. Displays as different-colored bars.
m Average talk time Inbound/Outbound. In minutes. Displays as two lines.

CHAPTER 7. RUNNING CALL CENTER REPORTS 7-49



Wait by Outcome report

The Wait by Outcome report shows how long callers waited before their calls were handled,
abandoned, to voice mail, or transferred out of the queue.

Wait by Outcome - Cust Serv Call Center
(212212004 - 2128/2004)
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Reading this report
The following fields appear in this report:
= Interval. Displays on the x-axis of the report.

m Average wait - Handled, Average wait - Voice Mail, Average wait - Abandoned,
Average wait - Transferred out of Queue. Displays as bars. Read against the y-axis of
the report.

Notes
m Calls in which the caller pressed a key to go to voice mail are counted under Voice Mail.

m Calls that are redirected to voice mail are not counted in this report.
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APPENDIX A

CREATING CUSTOM REPORTS

CHAPTER CONTENTS
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The Strata CS database schema . ... i -




About custom reports

The database used for the Strata CS data is Microsoft SQL Server. By using a third-party
reporting application such as Microsoft Access®, Microsoft Excel®, or Crystal Reports® to
query the SQL Server database, you can create your own reports that report on Strata CS call
center and other data.

Thisappendix providesthe database schemain which Strata CSreport datais stored in the SQL
Server database.

Connecting to the Strata CS database

To access Strata CS data, use the following settings:

Server Your Strata CS Server computer name
Database TVDB

Login ID tv_browse

Password (blank)

These settings provide read-only access.

The Strata CS database schema
The Strata CS database contains the following tables that are used for reporting:
= CallLog
= PartyLog (page A-5)
= QueueEncounter (page A-8)
= AgentStateChange (page A-8)
m UserStateChange (page A-9)

= TrunkLog (page A-10)

Ascall center agent states change and calls are completed, the Strata CS Server uses SQL Server
stored procedures to write the appropriate data into these tables for later reporting. In some
cases the stored procedures themselves cal culate the values of other fields to improve the
performance of later dataretrieval.
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The CallLog table

The CallL og table contains datafor each completed call. At the completion of each call, asingle
row is added to the table. The mgjority of columnsin the table contain redundant data that can
be found in other tables; they are included only to speed up dataretrieval for the Administrator
and ViewPoint application Call Log views.

The following are columns are unique to the CallLog table:

Name Description

ID Unique identifier for the call.
Direction of the call from the point of view of
the server:
Direction 0 = Inbound
1 = Outbound
2 = Internal (station to station)
3 = Conference
. Timestamp for when the call started. This is
StartTime .
when the server picks up the call.
. Timestamp for when the call ended. This is
StopTime
when the server drops the call.
ID of the row in the PhoneBookEntry table
AssocPbelD that is associated with this call. This is
either the user or contact that one of the
users associated with the call.
AssocFirstName First name of the associated person.
AssocLastName Last name of the associated person.
HoldTime Number of seconds the caller was on hold.
Separated list of all PhoneBookEntry ID
. values that were involved in the call. This is
PbelList .
used to speed performance of loading the
Call Log views.
PartyCount Number of parties in the call.
AnsweredBy PhoneBookEntry ID of the person who

answered the call.

First name of the person who answered the

AnsweredByFirstName
call.

Last name of the person who answered the

AnsweredByLastName
call.
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Name Description

PlacedBy

PhoneBookEntry ID of the person who

placed the call.

PlacedByFirstName

First name of the person who placed the

call.

PlacedByLastName

Last name of the person who placed the

call.

FromPhoneNumber

Obsolete.

Thefollowing CallL og table columns are copies of datafrom the PartyL og table (see page A-5)
for either the"from" party (thefirst party in the call), the "to" party (thelast party inthecall), or

both.

"From" Column "To" Column PartyLog Column
FromID TolD PartyPbelD
FromFirstName ToFirstName FirstName

FromLastName ToLastName PrimaryName
CallerIDName CallerIDName
CallerIDNumber ToPhoneNumber CallerIDNumber
CallerIDAccessCode  ServiceAccessCode  ServiceAccessCode
CallerIDType ToPhoneNumberType CallerIDType
CallerDQ931Type i;’/ggone'\'”mbers”b CallerDQ931Type
CustomData CustomData
CallbackAddress CallbackAddress
Result Result
DIDNumber DIDNumber
DevID ToDevID DevID
MessagelD MessagelD
DialString DialString
AccountCode AccountCode
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The PartyLog table

The PartyL og table contains data for each party in a completed call. Each personin the call
countsas aparty, so there can be multiple rowsin thistable for asingle row inthe CallLog table.

The following are the columnsin the PartyL og table:

Name Description

ID Unique identifier for the party.

CalllD ID of the call that owns the party row.

ID of the row in the PhoneBookEntry table
that is associated with this party. This is
either the user or contact that represents

PartyPbelD the party. If Strata CS does not know who
the party is (for example, no contact match)
the column contains 33 which is the
"unknown" ID.

First name of the user or contact

FirstName represented by the PartyPbelD column.

Last name of the user or contact

PrimaryName represented by the PartyPbelD column.

Timestamp for when this party was added

StartTime to the call.

Timestamp for when this party was

StopTime removed from the call.

Name portion (if any) for the Caller ID data

CallerIDName for this party.

Number portion (if any) for the Caller ID

CallerIDNumber data for this party.

Device number used for this party. Positive

DevID values are stations and negative values are
trunks.

MessaqelD ID of a row in the Message table for a

9 message (if any) left by this party.

DialString The exact sequence of digits dialed by the
server for this party.
The direction for this party:

Direction 0 = Callee

1 = Caller
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Name Description

What role the party played in the call:

0 = Peer
Role 1 = Monitor

2 = Pupil

3 = Coach

The reason this party was removed from
the call:

0 = No reason

1 = Party hung up

2 = Party was hung up on

3 = Party abandoned call before anyone
answered

4 = Party went to voice mail

5 = Party was blind transferred

6 = Party was supervised transferred

7 = Party was merged into a conference
call

8 = Party is a user who logged in

9 = Party was sent directly to voice mail
10 = No answer

11 = Call was abandoned on this party
12 = Maximum login attempts failed

13 = Party was redirected by the queue
(see the next entry)

14 = Transfer key was pressed by party

ReasonForLeaving

This clarifies item 13, “Party was redirected
by the queue,” in the previous entry. The
possible reasons for redirection are:

1 = Maximum Wait Time Exceeded

ReasonForRedirecting 2 = Queue Closed

3 = Queue Closed - No agents

4 = Maximum No. of Callers Exceeded

5 = Caller to Agent Ratio Exceeded

6 = Long Expected Wait Time

DID digits that were received from the

DIDNumber device for this party.

Timestamp for when this party accepted the

AcceptedTime
call.
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Name Description

ID of the user who accepted the call. This
can be different from PartyPbelD for an
ACD workgroup situation: in this case the

AnsweredBy PartyPbelD is the ID of the ACD workgroup
and the AnsweredBYy value is the ID of the
user who answered for the workgroup.

ID of the workgroup that accepted the call

GrouplD (if any). In the case of a Routing List that

calls several workgroups this will be the ID
of the one that accepted.

The type of phone number used for the
Caller ID number:
1 = Phone number

CallerIDType 2 = IP address
6 = Centrex or Internal (Internal if
ServiceAccessCode is blank, otherwise
Centrex)

Whether phone number parsing rules were
used:

0=No

8 =Yes

CallerIDQ931Type

Access code for the service used by the
party. For outbound calls this is the dialing
service selected. For inbound calls this is
the service that received the call (if known).

ServiceAccessCode

String containing any custom data written to

CustomData the call for third-party applications.
ID of a row in the Address table that
CallbackAddress describes the callback number the caller
left.
Class value that represents what type of
party this is:
PartyClass 1301 = User
0901 = Queue
0501 = Contact
AccountCode Account code sequence (if any) entered for

this party.
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Name Description

Sequence number (starting at 0) that

PartyNumber determines the order the parties entered
the call.
ACDPartyNumber Sequence number (starting at 1) that

determines the party in an ACD call.

The QueueEncounter table

Name Description

ID Unique identifier of the encounter entry.
CalllD ID of the CallLog entry for this encounter.
QueuelD ID of the Queue entry that had this

encounter.

Timestamp for when the encounter

Time
occurred.

WaitTime Total time in seconds the caller waited.

Total time in seconds that agents talked to

AgentTalkTime the caller.

NumberAgents How many agents were involved.

Same as the ReasonForLeaving column in

Result the PartyLog table (see p. A-6).

The AgentStateChange table
The AgentStateChange table contains data that tracks the state of agents.

Name Description

ID of the PhoneBookEntry row that

PbelD
represents the user.

QueuelD ID of the Queue row that represents the
Queue that this change was made in.

Time Timestamp for when the user entered the
state.

Duration Number of seconds the user was in the

state before it changed.
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Name Description

The state the agent was in before the
change. The state values are:

0 = Logout

1 = Available

2 = Standby
State 3 = Wrapup

4 = Offering

5 = No answer

6 = Active

7 = Active outbound
8 = Wrapup outbound

The state the agent was in after the
ToState change. The state values are the same as
the State column values.

The UserStateChange table
The UserStateChange table contains data that tracks the state of users.

Name Description

ID of the PhoneBookEntry row that
represents the user.

PbelD

Timestamp for when the user entered the

Time state.

Number of seconds the user was in the state

Duration before it changed.

The state the user was in before the change.
The state values are:

0 = Sign out

1 = Ready

2 = Break

3 = Training

4 = Unavailable

5 = ACD Active

6 = Non ACD Active

7 = Sign out Active

State

The state the user was in after the change.
ToState The state values are the same as the State
column values.
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The TrunkLog table
The TrunkL og table contains data that tracks information on trunk usage.

Name Description

ID Unique ID of this trunk usage row.

ID of the PartyLog row whose trunk usage is

PartyLogID being reported on.

DevicelD Device number for the trunk being used.

StartTime Timestamp for when the trunk started to be
used.

StopTime Timestamp for when the trunk stopped being
used.
The direction for this trunk usage:

Direction 0 = Inbound

1 = Outbound

Counter for each portion of an hour the party
active. For example, if a party was on a call
from 2:45 to 4:15, there will be three TrunkLog
rows—one with a value of 0 for the 2:00 hour,
one with a value of 1 for the 3:00 hour, and
one with a value of 2 for the 4:00 hour.

SublntervalCount
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INDEX

Symbols

* (on Call Monitor and Queue Monitor tabs), 4-5
*00 (log off from workstation), 4-4

*14 (place calls from a queue), 4-8

*50 (select Available personal status), 4-2

*51 (select Available Queue Only persona status), 4-2

*52 (select Available non-Queue persond status), 4-3
*53 (select On Break personal status), 4-3

*54 (terminate wrap-up time), 4-8

*55 (hear queue statistics), 5-16

*56 (signin or out of aqueue), 4-5

A

about this book
conventions, 1-iii
organization, 1-ii
related documents, 1-iv
account codes report, 7-31
ACD workgroup user
creating, 6-5
creating routing list for, 6-7
ACD workgroups
creating menu choice for, 6-13
creating the ACD workgroup user, 6-5
defined, 1-2
defining agents, 6-6
directing callsto, 6-3
distributing calls to agents, 6-3
distribution algorithms for, 6-9
going on break, 6-16
marking agents as ready and unavailable, 6-14
multiple groups for different shifts, 6-10
overview, 6-3
overview of creating, 6-4
recelving acal, 6-15

routing list for workgroup user, 6-7
sharing folders, 6-11
taking offline, 6-17
using overflow agents, 6-11
voice mail for, 6-16
working as an agent in, 6-14
Agent dialog box, 2-11
Agent Performance Trends by Queue report, 7-22
Agent Skill dialog box, 2-26
Agent State Summary by Queue report, 7-24
agent states, defined, 5-5
agents
adding to a queue, 2-11
changing order of, 2-16
changing personal status, 5-19
configuring ringback, 2-35
defined, 2-3
defining for ACD workgroups, 6-6
disallowing personal status change, 2-16
handling queue calls, 4-6
hot-desking, 2-17
marking as ready and unavailable for ACD
workgroups, 6-14
monitoring, coaching, and joining calls, 5-16
overflow groups, 2-24
performance trends by queue, 7-22
permissions, 2-14
placing automatically On Break, 2-19
placing on and off call, 5-18
recording calls, 2-13
roaming, 2-17
setting default permissions, 2-11
viewing them being monitored, 5-17
working asin ACD workgroups, 6-14
working at another phone, 4-4
working remotely, 2-17
Agents Pane, 5-4




auto attendant menu choice
creating for ACD workgroups, 6-13
creating for queues, 2-50
automatic call distribution. see ACD workgroups
Average Wait Time and Call Volume by Time of Day
report, 7-25

B
backup reports, 7-6
breaks, taking in ACD workgroups, 6-16

C

call center
agent availability, 4-2
agent workday procedures, 4-2
defined, 1-2
determining if you are on cal for aqueue, 4-2
ending your shift, 4-3
licensesfor, 2-4
ready, 4-2
starting your shift, 4-2
taking a break, 4-3
taking breaks, 4-2
terminology for, 2-3
unavailable, 4-2
user activity report, 7-48
using Contact Manager Assistant, 4-9
viewing pop-up information about a caller, 4-9
wrap-up time, 4-8
call center agents
Call Monitor view tabs, 4-7
signing in and out, 4-2
taking breaks, 4-2
Call Center Queue Information report, 7-26
Call Center Reporter
overview, 7-2
requirements, 7-2
used with datafrom earlier versions, 7-2
using Excel toolbar, 7-4
Cdl Log
gueue activity in, 2-8

sharing for ACD workgroup agents, 6-11
using to analyze ACD workgroup traffic, 6-17
viewing all columns, 6-17
Call Log report, 7-27
Call Monitor
sharing for ACD workgroup agents, 6-11
tabs for call center agents, 4-7
cal priority, 2-21
call rules, applying to queue cals, 3-5
Call Summary report, 7-28
Call Transfer report, 7-29
Call Trends report, 7-30
Call Volume by Account Code report, 7-31
Call Volume by Identified Caller report, 7-32
callback phone numbers, enabling callersto leave, 2-47
caler ID, setting for outbound queue calls, 2-8
coaching agents' calls, 5-16
conditional Hold prompts, 2-38
contacts
report on call volume, 7-32
sharing for ACD workgroup agents, 6-11
sharing with a queue, 3-4
Cumulative Calls and Average Talk Time by Agent
report, 7-33
Custom Data report, 7-34
custom data variables
overview, 2-53
for caller priority, 2-21
for conditional Hold prompts, 2-39
for storing entered information, 2-42
custom reports, A-2

D

data entry by calers, 2-42

database connection settings, A-2

database schema, A-2

dial-by-name directory, listing queuesin, 2-9
distribution algorithms, 2-18

documentation, 1-iv
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E

Examples

call rule for specia Welcome message, 3-5

conditional Hold prompt, 2-39

overflow skill, 2-25

printing reports with Report Runner, 7-11
Excel, using reports toolbar in, 7-4

Exchange, synchronizing voice mail with, 2-41

expected wait time, improving, 2-30
extensions for queues, 2-7

F

feature comparison, call centersand ACD
workgroups, 1-3

fewest calls distribution, 2-19

FYI, 1-iv

G
greetings, 2-47
Grouped Service Level report, 7-35

Fi

headers and footers, viewing in reports, 7-4
hold

music for, 2-35

options while waiting on, 2-35
Hold Prompt dialog box, 2-37
Hold prompts

conditional, 2-38

creating, 2-36

using custom data variables with, 2-39
hot-desking, 2-17

Inbound Call Outcome Trends report, 7-36
Inbound Call Volume Trends report, 7-37
Internet, 1-iv

IVR Plug-ins, using with queues, 2-52

J

joining agents' calls, 5-16

L

language of prompts for a queue, 2-46
least talk time distribution, 2-19
licenses, 2-4

local reports, 7-5

logging queue calls, 2-8

longest idle agent distribution, 2-18

M

mailbox, setting up for a queue, 2-40
maximum wait time, defining, 2-33
menu choice for queues, 2-50
monitoring agents' calls, 5-16

N

notifications for voice messages, 2-41

O

On Break status, automatically placing agentsin, 2-19

options for waiting callers, 2-35
Outbound Call Comparison report, 7-38
outbound caller ID, 2-8
Outbound Calls by Phone Number report, 7-39
Outbound Long Distance Summary report, 7-40
overflow agents

defined, 2-3

using in ACD workgroups, 6-11

using in queues, 2-24
overflow skill, 2-25

P

password security, 2-45
permissions
defined, 2-14

INDEX



for call center agents to supervise other agents, 2-3
personal calls, defined, 2-3
personal status

and state, 5-13

changing an agent’s, 5-19

preventing agents from changing, 2-16
placing calls from aqueue, 4-8
popping up caller information, 4-9
priority multiple, 2-21
prompts

conditional Hold, 2-38

Hold, 2-36

Welcome, 2-46

Q

Queue Comparison report, 7-42
Queue dialog box, 2-6
Queue Monitor view, 4-8, 5-3
Queue Statistics pane, 5-8
queues
overview of creating, 2-4
adding agentsto, 2-11
agent permissions, 2-14
and IVR Plug-ins, 2-52
call distribution, 2-18
call outcome report, 7-36
cal priority, 2-21
call volume report, 7-37
caler ID for, 2-8
caller options while waiting, 2-35
clearing lockout, 2-45
closing, 2-20
comparison report, 7-42
contacts for, 3-4
creating a utility user for, 3-3
creating Hold prompts for, 2-36
data entry by callers, 2-42
defined, 2-3
distribution agorithms, 2-18
extensionsfor, 2-7

hold music for, 2-35
language of telephone prompts, 2-46
listing in dial-by-name directory, 2-9
menu choices for, 2-50
prompt language, 2-46
recording calls, 2-48
setting up menu choice for, 2-50
signing in and out, 4-2
statistics by phone, 5-16
supervising overview, 5-2
talk time report by agent, 7-33
trends report, 7-22
using call ruleswith, 3-5
using contacts with, 3-2
using IVR Plug-ins with, 2-52
using overflow agents, 2-24
utility user, 3-3
validating data entry by calers, 2-44
viewing statistics online, 5-3
voice mail greetingsfor, 2-47
voice mailbox for, 5-20
voicetitlefor, 2-46
wait by outcome report, 7-50
Welcome prompt for, 2-46
Queues view, 2-5

R

ready, marking yourself in ACD workgroups, 6-14
receiving and handling queue calls, 4-6
recording
agents calls, 2-13
queue cals, 2-48
redirecting calls, 2-31
remote agents, 2-17
reports
Agent Performance Trends by Queue, 7-22
Agent State Summary by Queue, 7-24
Average Wait Time and Call Volume by Time of
Day, 7-25
backupsfor, 7-6
Call Center Queue Information, 7-26
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Cdll Log, 7-27

Call Summary, 7-28

Cal Transfer, 7-29

Call Trends, 7-30

Call Volume by Account Code, 7-31
Call Volume by Identified Caller, 7-32

Cumulative Calls and Average Talk Time by

Agent, 7-33
custom, A-2
Custom Data, 7-34
Grouped Service Level, 7-35
Inbound Call Outcome Trends, 7-36
Inbound Call Volume Trends, 7-37
optionsfor, 7-8
Outbound Call Comparison, 7-38
Outbound Calls by Phone Number, 7-39
Outbound Long Distance Summary, 7-40
Queue Comparison, 7-42
running, 7-3
Service Level, 7-43
shared and local, 7-5
Trunk Performance, 7-44
Trunk Usage, 7-46

Unanswered Calls During Business Hours, 7-47

User Activity, 7-48
User Call Trends, 7-49
using Excel toolbar to run, 7-4
viewing headers and footers, 7-4
Wait by Outcome, 7-50
reset times for statistics, 5-12
ringback, configuring for agents, 2-35
roaming agents, 2-17
round robin distribution, 2-18
routing list for workgroup user, creating, 6-7

S

schema for database, A-2

security, managing for a queue, 2-45
Service Level report, 7-43

shared reports, 7-5

shifts
with ACD workgroups, 6-10
with call center queues, 2-49
signing in and out, 4-2
simultaneous ring distribution, 2-19
skill, for defining overflow agents, 2-24
states for agents, defined, 5-5
statistics
configuring collection of, 2-49
displayed for queues, 5-3
when reset, 5-12
supervising
changing agents’ persona status, 5-19
monitoring, coaching, and joining agents’ cals, 5-16
overview, 5-2
without receiving calls, 5-2
supervisor, defined, 2-3
synchronizing voice mail with Microsoft
Exchange, 2-41

T

terminology, 2-3

time-of-day wait time and call volume report, 7-25
toolbar, for reports, using in Microsoft Excel, 7-4
top down distribution, 2-18

transfer, option while waiting, 2-35

trends report, 7-30

Trunk Performance report, 7-44

Trunk Usage report, 7-46

U

Unanswered Calls During Business Hours report, 7-47
User Activity report, 7-48

User Call Trends report, 7-49

utility user, 3-3

Vv

validating caller data, 2-44

INDEX



variables. See custom data variables.
voice mail
callback phone numbers, 2-47
creating greetings, 2-47
for ACD workgroups, 6-16
notifications for, 2-41
option while waiting, 2-35
setting up for aqueue, 2-40
sharing for ACD workgroup agents, 6-11
synchronizing with Microsoft Exchange, 2-41
voicetitle for queues, 2-46

wW

Wait by Outcome report, 7-50

Welcome prompt, recording, 2-46

workgroups, creating for ACD workgroups, 6-6
working remotely, 4-9
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